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. Aj^tu ^jl^a j^-kJ" I ( j^3^2^- 



2011 OU* Sjjj 



j& —I ; AjsJjus 

07 

.g^SCU! Jl^l ^^L. - 1 1 

07 <&&JI J^l 111 

09 J^l ^ cH- 1 * 2 11 

.AjLj^SC« J 0$.L) oLik^a C(J^S\jiJl Jlj^l^Jl ^y2jl - 2 1 

11 g^SCU! Jl^fj! ^U^- 12 1 

12 -g^iJl ^ oLik^ 2 2 1 

13 -g^ 1 oUjSO- 3 2 1 

.c^SCU! J^l V*! j jb 3 * -31 

14 .g^iJi ju-fjl 13 1 

15 <&£iJl Jl^l 4^1- 2 3 1 

.^Lc^j^JU JL^LJi J ojj^ j jLs^l : 3 lili cu>*Al 

Y~j .^L^JLJl ijA.\ - 1 2 

17 .^Ldl oLp^lf^l - 2 2 

18 .V^^ 1 ^ J g^^ 1 Jbrfyl jj^- 3 2 

.^Lc^j^JU ju^I ji^J J ojj^ j jLs^l cu>*Al 

21 .*UwuđJl ^ji^3 J^>- 4-^L»l |t_ju&LL«— 1 3 

24 .ujtfl j g^SCU! Ji^i ^ - ž 3 

28 a^>U 



30 

30 .^jii Jl^f^l f^i* :Jj^l c^Al 

32 .Oj^l yi a^J! - 1 2 

33 .O^JI 2 2 

35 .^LjJi oli^U Sjb! - 3 2 

36 & ^ " 4 2 

39 .o^jJl 4pjv 1 3 

42 -o^l ^pjV 2 3 

45 ^3 3 3 

50 



52 

.O^JjJl Ojbl f^š^ -Jj^^ c^j>«4 

.^lkiS"j V^l/^^U^H^ j CRM - 1 1 

52 -CRM ^-111 

53 .^Ij^lT CRM -211 

55 . r lk^ CRM ^ -311 

56 -CRM - 2 1 

58 .O^JI ^ aS%J! Sjb! iUjf - 3 1 



61 CRM f Uii C V - 1 2 

64 .CRM p UiJ -22 

67 -CRM fUii J 4^j^J.I v^^SCJ! Jj'L-^J! - 3 2 

. CRM O^jJl aS%JI Sjbl 2bsc-Jljw»l :cJliil c^Al 

59 -<j^jLr*^ ^^>^ - 1 3 

71 . S^-j-ojl^ 4J>o J^- - 2 3 

74 -(^k^ oLJ-l U-^aJI 3 3 

76 a^^U 

.^1 d CRM jj^ 

78 .~L^i 

.^aU L5 ^ 4 A! jLUVl: JjVl 

78 .4^1,aJ! ^y - 1 1 

79 .oiiU! ^ J> - 2 1 

80 .2L-l;JLjl J 2loJ^LcJ.I 2LjUa>-VI - 3 1 

81 .^IjjJl 4^*J Jl^^^JJI (J ^jUaiL| - 4 1 

.2uj4 Jj? ^ O^jJl ^ ojtal c^jJL-l : 3 lili 

83 

86 .4^1,aJ! 

88 .2U,jiJ! 

89 *L»ljjJl 4JLuP 4-£->rJ ^j- 4 j Jti^! 4-L«L*-Ll Axj J^>- 4-^t 4^^J>» {j^j 5 2 

.<^1 ^aJ- J CRMO^jJl Sjbl ^l—* :cJliil c^Al 

92 CRM k£L~* J^>- ^j'Ijj oUl4l- 1 3 

g4 ^ CRM W^ ^ J^^j 1 5y 2 3 



95 



2uć>%>- 



97 .^^kJl ^IjjJlj 2L^UL| ^jUI -1 .| 

97 ^IjaJIj ^jUI -2 .| 

99 .oU-l/i^l .|| 

101 .JlS^Sfl Uili 

103 . JjlJJri Uili 

104 .^-1^.1 UjU 

109 .j^ii 

112 .A^\jji\ J^A^ 



. čJ^Šj j J?r*^ 4P^-cO |t-^J 

2loc^j^JU SjujJtI Sj^Jl U iju* j j^^* JS'ju^ liU 43yti aJ^Lj a5^>- J ^IjjJI j (j>L>LjcLJ 2upb 5y 

(3 iLioJL«« c^»Lc^jil Jlj^l (j^jjj <iv2jiiA 4^jLJ1 ^^lijJi J^-^o j c LgjjUj j 1 gb^- ^ Lžli*>lp (J jJJAS^ 

.3^1 j J^LI t( ^Jl jLc-T^l 

^v^l 4J| j i_~*-^Jl j^i^Jl yt> ć)_jjjJI ć)l U^i;^] Ji» (3 JpLiJl J*Ail 

.U IS^A 

j^jj JU^Ij j^^J wL«^l 4JLj_U oli*>lp j j^U^ c_^c^J 3jj^L>- ^^t-ocj oLc^^il c*>t-^i j — 
oli 1^2^>z1a Sjbl jj^Jflj j cii c^-^^ U Ijifc j wL*Ml 43*>Uj 14 is^j <^jJl O^jjJI j-^ 



:4Jll)l JsUjJI J*>1>- ^IjjJl oJu* 4^1 j • 

j ^U^il c_^1j>w?1 ^1^- j ^c^^il oli*>lp 45C^ O^JjJi l$lll>-l jJl ^j-s^iJl 4^^! — 

i>^i J>i j^-b dili^cl^jUj j L^jjl^oJL^l OU-s^J ^L^^il Ju <j 4^11^1 43j^Jl ^s^l j^-Sfl Ul* 

JlJ&^l j 2L^^i| J^?f ^s^l <^jJl O^JjJi ^ oLc^J^U JujJrl 4^l)l c-^Sl^J ^IjjJl - 

: 4JUI o^fjL^iJl J*>1>- ^IjjJl aJISC^I ^Ji>ci7 j • 
? c^SCiJl Jl^fjb g^jJl J^l U -1 



: JjSfl A^^iJl - 1 

J^I^Jl j JU^J^fi aSC^Aj pj^ž p^^J» 01 ^y bjJi cijJ -1 
.olS*>UJl j (j^J/Jl 4JLs^^io ^U Uf ^b) c^j -3 

.L^> LgJUbJ <j V*Sfl j pJ2ytxiJ of c^jj _ 5 

!4Jl±il A^uu^Jji\ 4^2jJi}\ — 
.$,^1 <j V*Sfl j j^tAiJ AJL^-I ^J^b ji jot Jl>-jj -5 

<jh^" c3 ("j-š-^ ^-j*^ c£*iJl Cj^ <— 3 CRM ^^4-^ J^- 3-1 L>- j — 



.L^lbj j l$3l*uf JI 

^jl^il JL£ <j lijwb*- lpj-s^>y> jpu c^jJl j (Jj^til) c^SCiJl Jlj^fpi JLp OjS^Ll j 4i>jJ~l oULj^I - 

,1 gU : ^ c 2L^^il oli*>lp aSC^ j-o-s^ l$ili>-l jJl ^j-s^lJl 4^Sfl - 

^ OjjJi>c^ (j^elJuo JI jjJJI ^bjJl ^> 3 -Ulilj c ^5"! dyj\ 43^> 2LJUJI 4i^jJ-l -UliSfl 

. JU- 1 j (^U^^l ^^2^2^1)1 ^ 



.Alu^f j c^SCiJl J 1*4^1 jlj^f co$.Lj oLLU^> 

^ciLdl SjAl ^^ii <3^Jl J*>^>- ^ciLdl SjAl <j c^SCiJl Jl^l^Jl jjjJ <3^2£^ <3^l cL^Al J j - 

J*>U. j» dUi j c^aJI J^l/U c^lJ^il JL^tTj^jjJl Jl^fpi : jliil Jus^iJl J*>U- j» JjLu^ j - 

*b JI jliil cL^Al J Jjaij f j^jJl Jbf-fpi ^ JjSfl cL^Al J JjIj^ V*L-f d^-L* 

• ci^l J^i^i jluLS^aJ JjLiJ đJlill cL^Al j cj^jJl JIj^I^I 

^j^J j c^U^jlS^ j ^pjc-Jlj^lS^ CRM O^jJl £>> Sjb^f $.UaP^[ Jj*^' d^>tAi ć^>- c 2L^L-I cL^-L» 

JiL-^Jl j ajIj^SC* cCRM fUaJ JI jliil cL^Al J*>U ^y> j cO^jJl ^ j CRM 

c^j^Jl 2ul^>^ :J?Uj J*>^ ^ dlii j lilj^l j CRM V^Lr^* V Jj^j^ <^^* dJlill cL^Al j - 

.( O^jj-ll ^SvJU ( j^>-) SL^-I c^wL« O^jjJI cS^ojl« c^»li*>lp (J^- 

IjliJl cL^Al c^IjJlU ^^4^1 j^^ft :JjSfl cV^' cL^-L^> J*>^ ^ ^J^J ccL^Jl ^j-s^j» ^Uj ^lJ^> 

.£^1 (J CRM ^L-^ idJliil cL^Al co^L^Ml ^Al CRM v^L-f 

oU-l/51 ^Jlijj c^^lJalJl j c^lajJl ^lA-i J*>^>- I4J} Js^^lil ^JllJl pJ^I I4J Jp ^jJlj 2Lc(iL| l^-l j 
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-Lj£ j Ja-ŽJ7 JUp^I C^LJ^ C^^l 

^>JL*MIj ^cJLcJl L^JLp Ul^J OIS^Uj^J; JIp Jkil^-j L^jjI^ojl^I ^^Jj c^jLtllj 43^11 j-s^p Jl 4pL^2_I1 

OU^j olj^ill j^i^J J^*xJl jJ* jl ^Jlilj 4plil ^J^U ^Uj^I 01 pJi 4_J^jla Jij 
LJb O^Ssj ^UtJl 01 c-iTplj Lo^j-uojJlj <3j-iJl j-^ j-* ^ ^i^lj c^iJl JUf-t^l Oij cjl^^l 

ccg^iil Jl^fpi JI J^iJl 11* <j of btjl Ili c^iil J^l^l jjJIj jJl oUaJJ 

.lA sujlJI ji^-j 4-Jiiil jJ: j ojj^ j\y>l \j£j a^Ij 4j1j^5C> pj^l jl^l £>> 

C^jcJ?) 4plil J^Sfl Jl L^>r aJLp wUl*j jJl 4^-^il J^?f pJ*f j» C^SCiJl Jlj^l^l Jju 

:^iJl JU-fJI 1 1 

.jupSii jiip 

ojit $ : Jis jLe-Tpi žjU jitt ^ j,f 1990) Ralph Stayer 

JJLJl <j JjL*ill Jlil ^c_j-s^l jJJi Jjo cc^lS^iJl oby?y p-^b ^jJLll aj^il c^lJ^SC* ^j&I JLjcJaJl ^jljil 
^1^1 c4^1±il obj^ll^ JlSjJIj j^L^il J>- O^fl Uf ^<^lj olS^iJl pj^f y* A^lili ol^^llj 

^L^l Jl^-jJ M ^f Ml cJU^Sfl oLJ^j ^j^-Ul jiiSCjl ^loJ^l JLj ^j-s^^il iJlfc jl ^_P^Jb j 
oL-ljjJl c3*>(l>-lj ^j^-Ul oL^>rj c3*>(i>-Ij 4il^ž£ CU>15"4J 2LoJLa_Ll ^JijjLjeJli c^SCiJl Jl^f^l JLp 
(3 lij I J^-jj c^4ii! ^S^i- IJjssj (^^iJi Jlj^l^iJ cUjIj jJ^ C^4i^ s-Lkpj ^-*-s^j IAAj cjl^l iJlfc <j 



.14 j-fl ^2008 rfjAlSl! cAjjI^VI 
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.c^SCU! Jl^t^Sl oLL^J : 1 JjAJrl 









JuJl Uii* Oj— -UM L^jb |1 jJl oLJijuJU aJ-^J~I aj^ijl Jii jJl aJU*JI ŽjJuJI - 

. l&j^Pj obj^rjilj 


Stayer 


1990 


4-j>»j-ojJ| AJljAl (3 (J^\ (Sj^^^ obj^rjil 4^3 L^lo^i jjL?rtXj ^jJl Aj^LaJI obj^rjil — 






!(j\Pjj otaj^rjil oJ-A Oj^Sj 


1_ . . 

Edvmsson 


1991 










VVebster 


1995 


^CJJiJ ^4^SCč A^JšAl <j (j^JUUJl il^^l 3jJj£- Sj^^oJL* C-»ljJi - 


2 Yoondtetal 


1996 


.aJČUI! 






J^rl j»IJL>^^l JL3 £-^jj" jJl fi^-lj ^j^iJl 2l£D»| toUjl*il cAS^ti! tAj^iJl - 

.^S/l :>L^S! ^ ^L-^l J oaI^ fjJl jL^^I oSf a^J! Sj/ll 


Stewart 


1997 


^Ijil Jii jJl djJ-lj Aj^iJl ^IjiJ-lj oUjLtilj 43^*1! ^y> aL^Aj JiČ A*-oJ^- A^JJO djS - 


Yogesh 


iyyo 


jJr aS^JlJI obj^rj^» ^ ij^-^ A-pl A^JLil — 






aLoJL* c^jjijl ol^—i c^»ljJl cA^JšAl A-^JL» J^Jluj ^oJšAl Jlil ^j*>\j a^j-oJLLI 


Guphrise 


2000 


.ajLj^I ^jljil ^^Ip ju^j Jl^t; 










2001 


c^-PjJ jJl aJL^I A^JiJl <^f caS^JJ aJL^JI AjJC3jJl A^JiJlj AJj—Jl A^aJI (j^ <3yiJl - 

. L5 ^Jl Ubr'fj Uf JIp aS^JI JI L^eJu c5^Jl 


Daniels et 
Noordruis 


2002 


.^li*^!! AjjJji^ljlj AJLjtAljlj 


Malhotra 


2003 


.4^3 jl^- jl ^^s-^t^* J^>- Jj>rl jl^O^lj ^iJj^l J-P fijJ^3 A3Uj c^J coljc^ 


Awad et 
3 Ghaziki 


2004 



•15 ^ CjjU ^ry. t^^il ^^"^ J^^ 



.168 u- 3 '(i^ 1 ^ (#3^ - 1 

.15 Cr* 'is^ C^J^ - 

.169 u -3 <^ ^#3^^ ■ lxjal - 
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: JL U Ja>-^ c^CiJl Jli^f^j 2lLLJ1 ^jujUiJl ^ 

2l^>-^j Ljlxj; L^^Al oLo^l Jl bl^i jL^f^J J>L^ f>^> ^IUpI Lbjl li I LUj - 

^jl^il JI ć^-Ul jL^t JiSj c4pl!l 4j^LL1 ^jl^ll iL^li bjJi>- <^JJl April cL^-Ul ^5 

.^J/^-^l C->I^J AjjUdJl 2^>*>UJlj 2uJiAl 4iUl cA-pr^J^SClJl 43ytil c4jytll J>jl^ll ^ A^^LLi jjJl 

M\ o^^SC^U 2ujl5^^1 J^U-lj S*Ul jlS^Sflj c^L±^b olpl/^l io^I ^ -\ 

• C^AJl jL^^i £^ Ji£ IJ^j cC^LpIJu^Ij c-J^I t C^lg-Llj JLJL^jJl c^JlaJI ;4*3jlilj 

jJl v-JnAlj V^ 1 J^b J^ 1 ^ c^U^ll ^ c^UUl Aply : Jl^IjJ! jO>l -2 

otiLJl 4315^ oUjLtil ćbli^^lj JIp J-o^JJ C^jAJl Jb^l^Jl J<^P J^jj SapLc^ JIp J-o^J 

. JO>i JLc-T^i ^ iJu^j v*jUU jf sluuji 

:<s£jA\ jL^fjl ^-b^ <>- |j ^ 2 11 

U S^lj ^til S^IpI J^. " 1991 Stuffebsam "JaJ ^ J^-idli Di 



3 



1,aJ 



.279 '2008 4 ^Jj^I j j***^ jVl SjbJ ^ S j > a cjUUJl ^bbjll j| je .■u^ -' 

.179 O-* 3 '(i^ ^ 4 L^j^l ,i * JUJ ~" 
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:^iJLiJ! J^Jii! -1 

jlULtl J^>- ^uLS^ ^jLJU ^Jl*}\ jJ^L? (_^SCiJ) JU^I jl Jj>-Jil) Iju* jSjj 

.L*j^j ctL^Jl Ai^>j ^-oJlj Ji^bJl Ji* c£/>-^l p-J^lillj 

:^V! J*jdJ -2 

1&^J Ajjlj Oj^kl>j C^^^kJ^I ij^LJlj ^uJiAl Aj^LJJ *jb^l $.LjlP 4^L^ J^-Jlii Ijlfc Ji£ 

^ U JjM jJJJJ caJLpUj 5$.li5vj <3j-^l c3 4-^1^* $.ULJ -tj-^j ^^Ij^j J^l Ujjo*jj 4j^1 ^^^fl 

:Lč <jjjl— * Juj^o Jj>-Jiil Iju* 01 Jl Sjl^l j 

43^« J^* 1 J^MJ C<L)JL*Jl GjJJlLlj 43^Jtil jLoco« — 

S^laj jJJi <j Lo^jcoj^ 4JUlS\j 4JLpUj ^L^Jali l)*>^o-*jj OlisJ^ L^^i U^J*>La^l ^^Pj ^jjjLcJJ ^Aj* ć)j — 

: 4s ^L^JI J^jJJ -3 

JlUj p-^lijj £.liisl ^Ip J*^>- ^ (J^Sv-flJl Jlil ^Ij j-^ij ij c^Sv^iJl C^»L*^jll C^l^ikj J-P ^jJL> 

Ub 43^*11 ^w^Ujj $.1^1 jP^JJ c4J^Lj Jl y?Tl Jgjlg-^j ^jlj^JJ Jj>-ljJLa c_^L-oJlj 4JL9I J^Lj -U li I J*^- ^ 43^*11 



Uf ^ 43ytil Jl J^-Jlii lJU^ J^i il C43ytil ^IjjJ ^jUlj ^Uj^-^l j^kAl Jl J^-Jlii lJU^ A^co 

J^Jiil -5 

^Jls^7 ^Jbj ^<JLp J^kj o*>(5dil J^bedJ *>Ul5\^> LoU^J J^-jil Ijifc jltl J 43ytll Jii 

fljJLjC^ C^>*>tSvJ^ ^« J^LjC^ lJ-o-P l^H Jj>-lli Ju>-jJ»l (3 JU^J^lj C^UjLtil Lp-jJjJlSsJ ć)lj 4JLt«*yij 

2 z s- 

.U j^j/t ^1 ^/^l J*>^ 0^ ^1/*>U ^J^3 

.179 u- 3 4 c*M ^ j^l - 1 
,287 — 286 L-H 3 'l^^ 0 tdibUjll Jil jc jla^^ - 2 
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.4jUj£« j AjLj ol.lk?* c<£^iJ! Jl^l ^^jL^- - 2 1 
:c^iJl Jl*fyl ^U^- - 1 2 1 

L~i l^f ^5Ju ^^jL^- 2lpj^»j: ^SsiJl Jb^l^Ji 
<j 5wbJj>- c_^JL*lj oLLJsj c3LilSl j C^L- S^il^ 43^> J^oj4 4iSf J^S Sjy> ^SCiJl jL^I^Jl -1 

<OljJ ^« 4lS\_C 4_PjJHaj S^JjCL« C^ljL^J C^»I^J>- J^«^?: lOjJjJb |V-ocJL> Sjjjo (j^Sv-flJl jLc^l^Jl — 2 

JS"1JuJl>- U-ljoM liliA of ^ aALjJI c^L^-^fl AjJlS^I U 1Ju*j c^ij <jj 4PjLcjil c^IpIJu^Ij c^lSo^l 

.^l/>-i "OjJL« 30 ^ jujj U 1997 c^JtL jJii iUt^JJ ^c^-^fl ol$J^ ^bl^j c_^L^l Ji>-I u^*^ 

."2001 g^jM" 
ojlU; ^ *y <£&J| Jb/^1 -3 

(j^v ^ u>^^ U¥. 0jl*lJlj £~*U*-<JU Sj-^J»I SjJiJlj iž^y> 41P JjJj J*>^*-1 -^jj^ — 4 

.^j-^ J^-^-J (^SvjLll LLLa ojbb 

: j jb: jJJi5" 

.^j^La j^P JU 4jjS" — 

. 43 Jj 4-^o L5 4j jjw — 

.JUjcl^^Ij Jul^Ji - 

2 

. 4^^oJ h Ll 4^3 J-P J)^ ~ 

. jJLj J^Sfl JL« ji c^CiJl JU-^i J jU±^^l - 

.^BljJl J ^iJul! ^bSfl J*>U ^ ^JlASC; c^^iJ! oUbi - 

L5 ki; *y liSf ajU^SCo Ji 4ij-4 J^ c^j^ JpUj o!i 4Ll5C^ 5ji>-j5" Jlj^l^l J^»Uj - 



.176 (j- 43 '(i^ 1 <^ ■ lxjal -1 

.283 Cr^ 'S^ 3 čf^J^ "--jbUjll ^Ijc 



11 



ic^SCiJl Jl^fjl *b olik. -221 

:v ik =i JLe-Tpt *h, 

^_j-s^2j ^bJbj JL^P^I ^^JO Jj <Lpj C^LL^P J*>^>- ^j-* ^pLLs^? c-jLUSI jjl^- — 1 

Lil V-^J^ J*>^- J^ij 3^ ~2 

^J-^- <3j-^ c3 j^~L^ &^~3 ^-'^-^ a jC-Laj ^L^l 

4J^> olj^5C> li O^SCj SLlia J5^3 c^lJ^jlJLJ ^SsiJl JIj^I^ aJuJJ 4jys^r! ^L*Jl ^^Ip j^Sjdl -5 

.^jl^i! j^^j -^H^ c-iJLij *y J> ' y>Sfl IAaj c^-Sfl c^U^Al ^ ^JlI^ Jj-s^lj 

c^jljI ^jUdJl l)I ć^>- 2lJ^A1j ^li-i Jlil jij^j jl 2lj1JJ1 Ai^tii jii- Sj^jf :>^>- JJu -8 



.165 (j- 43 '(i^ 1 <^ 4 c^3^l ■ lxjai - 1 
.284 u-* 3 6(3jLuj ^-^-^ cd iI^Ij^II ^1 jc 
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:<&£iJl jL^tjl oU^, - 3 2 1 

JjjJrl <j u&i>-Ul S^^- J^I^J ^LoJLali 2L^L*ty oU^ilJl j oli-JL^lJl oJu* ^J&f Jl^ll JjjJrl 

.c^SCU! Jl^l oUjSO : 2Jj^ir! 





c^iil Jl^J! oli^C 




.oUUl Aply coUjJl cJLMfI cJ^Ul - 




1997 


.^j^LoLjJl c_3jLjco coljc^ coljL^ — 

.0w\jJj4-I obrtllll tjjj-klll j cL->cJl — 




1997 


Ojj-<»±LoJ»l $.15^aJI Oj-v^il (j^^^ £° oli*>UJlcoliJlj>tijl - 




1997 






2003 
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cjSlJui! J>. Jlp ojjJtiJl col/1 - 












olS*>UJbjly» - 




^j^ljl ol^JL3 C^bjJl tAjjL^tljl 4_»*>lxJl — 






2004 


1 t ^ ti li ti ** * ti ti \ ti 




^ • ti - 1 1 i 














lili (j:^LoJ»l 














.(ci>ii 






J ui^r 0 ^ 




j^P 4 1?„«J) — 


cM 


2005 


.JjjJ-ocdL Ja-J^>tlj| C_*JjJjJl 


. 4^>> j-owL> 







.131 ^2010 cOUp t^jjjLJl ^j*Jl kdsiJl c^Uj V U S>taj oL«j-ol»Ml! ojbl ^ : jJUail 

.<&£iJl jU-t^Jl iL>f j jljaf - 3 1 

:<£&JI jU-fjl jljit - 1 3 1 

1 * * 

.4iy£JU Jlii oljlSol Al2s>zA\ oUjli-lj C^UdAl 4jL^ - 

2 

i -j| oi^.^ll Jjj>- ^Jlui^-j ^J^jLaJl ^s^Lalll — 

;<L7*yi c^L-**jLJ»l Juo-^Jj ;S^^L>» ^»^se-ft jlj-^f — 2 

JjLjJI JwJ^j — f 

.(£^J}\ ijl^\J\ oLpIJjI ^ aJ.[^\ oUJillj oUdAl - 

.45^iU Aj^SCaJi ^LjSCiil - 



.177 U- 3 (i^ 1 <^ ^3^^ gr^- _1 
.374 (J^ 3 4 2005 'SO^^V^ <;i*-aLaJl jl-ill cAjjj^I Jj| '^ajj j Lajlxkl] ^^^jj! j!Luj] (J^.Aa 4(3^^ ~ 
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.SjjjJrl oUsdlilj C^»L«Jj>JJj oJjjJrl (3|^-v«*)U ( j^jLL« J^ol — 

ic^iJl jL^fjl :u*f -231 

o 

oljlSo^l ^ Ms^3 oLJiAl JU^pI <j Jjf^^lp AjjJ^rl o^JjcJI JUol Spli c£y JX ^ 

^2i7j jJJA5"oLjcocJ1 Ai* L^jJu JuI^j c^^iJi Jl^fjJ! ^^Ip :>Uip^1 £~^f il ^UJlj ^lJ^AI c3lJu*l j^-j 
^ ojUlj c 1997 x^ -j^V- :U^ap j "havard business revievv " Aj^Tf U ll&j ^jb)fl ^SCiJl 

J^j ^Lkj J*>1^- cL^jjJ O^pr^il Jj-^jJI (J jU±L^^[1j pJ^Ž ^jJl ^ 4j5jJl 0} 

.4J 2l^L-1 '\Jl^j>\ jSI^Ij v^ 5 * J^^ 5 * cjU^Ljtil ^U^^Jlj 

i^^Jl y>^\ 4J^Lj^ 4j5jJ1 ^ Skandia ^n-^ 

+ oL.^l*il L^J^j + (JjŠJA\ Jlil ^Ij = 2L^-3il 



.177 (J-a (i^ 1 ^ ^3^^ LS^ - 1 

.177-171 o~ ^ - 2 
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Jlp LžjJij L^ll5jj o^^ill JjJL*Jl ^3ly ^L^VI a^jJIj ^jJ^co 2 ^ U: li ^Svi $.Lj 0) Jj-^ l£ ( j^2JL> t i^cJ 

.(^SCiJl JU^i jJ* lJu*j ćopili cij^Jl 

oU^Jjtil ^j^- (j":^^ dJJi ^^Ip JJ^' "Microsoft " ^A-uLdl jjjil ^L)j ,, L5 k*j 

IJu^j I^jl* Syj jiljJl ^ 4iki* J5"<jj cibLaJlj SjLgil cjLJ^l $,15jLJI ^ 4^lJ~l 2L*JaJl -^j^ c^>^\ JU-l 

L^u^- jt^^ J^l^j ^L-— 5^ oh ^J^l JLoJl Treacy et al 2003" jhmj 

.L^Ip c^ikJl obljj ^IkJ! ob (JJli^l 

L^ulbj^ ol^L^J! jLp ^ki ^pLs^ (j 4^2.^2-^Lill " Corning "^Sj^Vl aS^jJI ^_JLUj ^jJjj li U-p^j 

:^JIp JIjI^Pj 4j>cJ5rlJ ojjL±L**l — £ 

j-s^P ^^13 cA^jJl J,l ^iJl oLLlflJl ^^Lp Ia^j j» 43^x11 ^oJ^- ^^o-^ L« Jj^4 SjbVI 

4jlp ^ JI t joS3 aJIp ji Jljf-t; J*JA\ Jaljj « Mind Crafting » ^J-^ 1 ^r^ 1 

^« Stewart » ^-U^Jl j -^j^j c^prlijVIj ^^Vl c3 ^ S^li^U ^^^il $.Urjl j OjJujj ^j^l^j^ 

c^SCiJi Jlj^l^l oSf ojl^l ^^j: V 5.^^ ^LiU ^iJ ^^j: Ujup Jl^[) ^J^i j ^^>r^il ^SCiJl d{ 

2 „ . 

.^Loc^^il ^SCili <^jJl JLp-jJl Jlii JLjJ 1^>1Jl>^1j L^>-lljV ^l^J 43ytil d[ f 

^^J^Jl jJ^ilj ^L^iVl lAi 4JL*i 5y JSCio Lp^Jlj^l bjj^> c^SCiJl Jl^fpi ^s^l 4*ytli ^L^51 J 

!j L5 ^j( J wVi ^il ^L^- "2006 -^^J tjU^jVIj fij^J 
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.(JLL* Sj^SJiil cg^iil jL^i^Jl j^jL^ £>> Jh^-^ 
^ l^iSCc LocJLj U~*>L* j c^Lc^J-<JJ 4JU3 S^S J^A> Lpte^ljru^l ^JJ^ jLc^l^Jl 

L5 k*jj 4^>*>UJl jl ^^ii U Ja^i j^i oLL^Jl j! ^^jUa^l ^jAžž- \J\ ^Jj> "Lambin " Uv^ - 

i 

J^v^ ^tj: Liuj" L^jLipIj ^cJLJl SjAI y*pr c^S^J l^iki 4J*y^ ^S^l Porter U>jlj — 

^cJLj ii^taal L^Ip cLgijjij ć)U-s^j ^cJLJI L^-L4 j^- ^^-^j 4J Lj Porter — 

! L^>tv?jj ^i,UJl ^Jl^JlJI j c^Loc^Jh<JL1 ^^-jIj^^I 



1 - J. Jacques Lambin, Le Marketing Strategique, Pariš edition Pariš 1993, p 209. 

.33 u-* 3 4 1996 ^— 1 jj^ Aj^aLaJI tJLacVl Jl^-a / ^i A-iuial Vi\i fij^l 'J^- ^s^j* 
3 " M. Porter, Tavantage concurrentiel de notions, Pariš Inter edition 1993 p 48. 
4 - M. Porter, l'avantage concurrentiel : comment devancer ses concurrents op cit p 126-127. 
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'i 


3 


Focalisation 







Source : M. Porter, l'avantage concurrentiel : comment devancer ses concurrents et 
maintenir son avance, linter edition, pariš 1992 p 124. 

♦ «• --Je. 

jJl j 4^jJl (j ^LAj^I p^gi JjM iJu J>JL>clJ j jš\ JjI^P <jJL£ J,! AjL^JI (j c^^Jj 

^j^2jL^>- C^IpI Qžj>r^ O^JjJl 4-gJ>rJ ^j-* ^Ji^ <L»Jj 4.1 j Jj^3 J^-o-^ ^CwLflJ ^^ojjj <5j JjJ bž> ■ ^ - ,^ ^ 

. J^jJl 4 J jjpr J^JL>clj CjI$.La5" j CjIj JJ5 i^JlJ^^j j 4^wUlJl 4JL*JL» 4ia*iJl 

:2L-J^l ^ t) c^iil Jl^fpi jj^ -3-2 

. ^&2>\ ^>rlj cyjJL**lj j^S^I jl J^i^^ 0 

OyTjii> (J j 4Ji i] cAj^SCiJl JjJiS ^^Lp iJllfc 4^iLl]i Ll^ii Ji AiL^^bj - 
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^jl^il Ji AiL^li ^JLdl JL^I/^I ^-L4 j^S"J5Cio j-w2j jJJi ć)Sf ijiS" j ^1*3 

c Sj^Liia c^»ljJi JjJj>- j c^JJLll j ^jlj^JJ j^Luu\*\ jj^JaiJl J*>^ ^ iL^LJl bljll (3^^" c3 ^L^^l 

oju* 01 LJf cUjlJU; jf l&Ly^ Zjyu& ^> J^-^ ^lJLIS Jif j Spli ^,1^11 cJl5"lil Ml bij-a ( / r fxj; ^ 

: J*>^>- 2^>lJix^ blj» <j ^Liil c^SCiJl JL^I^I ^jlj^> jl olJ^SCi 

.jU^bJl OLJT ^^Ip c3ycJ) Lg-llSCo jJl j 4-oc^^il Jj>-b lijp^ J*>1>- 

. ^j^-oc^Lil 

c3^ jj^Jflj j oUjl^-I j oUciAl ^^Ip L^pIJuI j LgJlS^i cL^l^i oj^j^* 4JU^p ^^Ip Jj-s^J-1 — 

L^li-ocJU j 4-oc^oJhll 43 Laj cJL/2j1 J^^-** J cLprjJjJLS\j cC^LajJU-« pJ^J 4-JLSC^ -^jlj^ ~~ 

^<»wocO U»5^ i Jl vjgJ^I (^JlJ15\J LL ^<»wocO clJJ 4^« Jj>eJLocJj ^llj^l CjLlaj Jl^15\J J L^JlSv_C 

cC^li*>UJl j Aj^JI ^jlj-JU jLjtiJl j^Jl jS> 44U1 4^j^jJ1 4Ji^ii (J j^sj M ^Jl 2LajL| ^JlJISCiJI ^^Is-ub^ 
• C^-^i oLc^^il ^P OJ^j^^J Aik^- 4ij^i2J 4^>Jii-l jl ^nil ^JLaj /^JT J*>^ j-aj J 

lA jJL4 La 4-oc^^il J^s^l J-a \y*^fi>\ JjAJl J^J bjJl ^-a A^L>. -Lj^l ^-a LŽU*>Uj 4-oc^^il yS ~ 

.(j^-oc^lAl ^»Lal 4-p»c-jljwl j>?\y>- ^J^5\JJ ^-^J*^J C_-woc^ ^-^-oc^SvJ (j^jLil ^P J-j^-li! J OjAl 



.282 o^ 3 l^^ 1 diblj^ll ^Ijc ^^•»t <ft -' 
2 - Monika Klimontovvicz, How Intangibales Affects customer's Decision, 5 th European conference on 
intellectual capital, 2010 Universiety of Economic Ratvicz, Poland, p 340. 



19 



\2L^j-JJ 4^jJl> jiS^^l 4^JJl ji jJ^il AJ^jjil olS*>l*Jl 
^i^> ^^k? J*>U ^ d^j ^iL; S^. "Monika KLimontovvicz " s^^-j 

jLc^l^Jl ^jlj-ll oAjk c^P^ocO 5^JcJ*l c3j-ocJl c-ij^lil 4jU*t_l^i S}tl- < *^ a OwbJj>- CjIj Ji ( J^>-J C^ljJJLllj ^jlj-<JJ 



4oU 



4j JJLS 



\7 



V 



Source: Monika Klimontovvicz, op cit p 339. 



.107 L>^ '2003 tojAUSl ejU^ll t^j7> nijlaij Ajjj tAj^ulI Jjl jaSI ejbj c^jIj Aa^o JaIc - 2 
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.2L~-*fJJ JUJtfl j c^iJl Jl^fpi :ćJl*Jl đ^Al 

c ^Jlit (J JfclJ- 0 ^ c3 ^-Jlll 6 CC^I ^2 ^>dli c3*>Lx>-Ij ^JlLx«4 <LwJlll ^j-g-fl^ ć)l Jj J 

2loc^j^> jJI 2u^aJ1 ^jL* JI J^kJl sl^jJI oJla <j JjL£ j ciciju* j sl^jJI kcJ? c3*>(i>-1j ^JlIi^ 

; <L*-JLll J <L^L>*f ^^j&IjL« — 1 3 

c 2LJLa>- ^iL* JI j^L^il j ib^-^il olSLUl J^- ULkj JjJ j) JI SjL^I 

iCAil) (Sj^-^ 3 jl^^l J*>U^I Jjjh ^ 4^>lj 4jLp J^^- j <OJj£ 4jJj Jj>-I lAjJ *>L^I 

. L»^JL« J^J |t-^L(La j t_JijjL*j 
.EVA^Uail ^Uađ^l U-iJl - 1 1 3 

J^-l ^ J c^Ui Jlil ^1, ^ J^Jl ^ j^j " Jean BRIMAN 

2 

: EVA^Uail ^Uaii^l 2u^aJI uL> — ^ 

.(j+žlA\ JLll ^t, x Jlil 2LoJL^j ) — ^^Jl JtA^* c^LUp ^LjjSfl JU^ = EVA 

.j^A\ JLll ^f, x ( Jlil 2LaJL^7 Jjj^ — JLll ^t, JLp jiUJI Jj^ ) = EVA 

.( aJLLI ^JijjU^il cyLc^>-l JJ ) ^LjjSfl aj^jJI ^^Jl J^h J*>U^^I jj^ :^LjjS[I <JU? -1 
Jlil JSCil ^ IS^kJl ^Jl j Jlil ^ 4^^il aJ^^JI 2uii5Ciil : Jlil J\j Jj^ -2 

.Jlil 



1 - Jean Briman, les Meilleurs pratiques de management au coeur de la performance 3eme edition 
d'organisation, pariš 2001 p 33. 



2 



27 ' 2004 jjI j^l jjj^- l>? ^J^jf^all 



21 



.MVA^Uail *Jj-Jl 2u^Jl - 2 1 3 

43Ls^il 4Jj-oJl 4^jJl l)U (4JL^>) S/CS JSvJ c_^c^ ApL^S^l 4^jJl l)1 ^L*! ^Js> j «j Aiil 

ivi va y n EVA t 

MVA=L t= i V- /EVA t =(Re t -K t )*C t 

(1+K) 

,t S/iU 4pL^3^fl ^u^aJI :EVA 
.t S/iJJ j-o±LoJJ Jli! ^1, £_L» : Q 
.t j Jlil ^ a^^il 2Lk^Jl Ui^ĆJl :K t 
.t o juiJl <j ^±LoJJ Jlil ApL^S^l Aj^j^il JwU»: R et 

EVA 

to = *-to + t 



t=i r 

(1+K) 



Jlil ^1^1 AjjiijJl 2u^aJ1 :Q q 



JJL£ oL-l^p Sjip cu^4l Jla3 tA^-bil olSLUJlj ^jl^il J*>Ui^l <j LgJLp 4^*^ L1p 43L^> 2l<^J dliij 

.Lg_iL>.j l^JLJL^- lA*>L>- ^ ^ jJl c3^Jl Jt^- (34/^ ^ c4^aJ1 q1a 
jJL>-j ^Jiiil Sji J?UL5 wbJj>J j^L^il wb*-l5^Lžlj^5C>j 4^JJl JJl£ 01 Porter c^j _ 

.LL 2l^1 

^Lp c<L*^jil J5 <UwJLll jjJj>- JjJ^- aJL-p J^š-^ c_^JL^*yi pj&l { *^a iLcJLJl jP^j 

<^^lil ^j^Jl' £^Jl 0L>Jj>- Cjjj-oc^Jlj t^l^^fl (J J^^J ^>jil jl ^IloJU <^^lil jiil J,l L^-^Jj 

. JUljJl (^^lil ^^j^-* 



— 2009 / 07 ^^*J1 tcll^UlI A\-\A iA (_3^- JJ^»*^ (j-a tt— iLulujj^aII ^.1^1 (JjjI^ Cjljjujj-al <juoljJ 4 (^jjJ^juo (_^jljA 

. 61 CK> ^ jj c2010 

2 -JeromeCaby et Gerard Hirigoyen ,la creation de valeur de Tentreprise, 2eme edition economica 
Pariš 2001 p23. 



22 



i^JLll 4l^L- J^-^ 




4^aJI iLJL* :3 J^CjJI 
Source : Jerome Caby et Gerard Hirigoyen, op cit p 35 (ME porter 1990). 

^ij^Jl J^ipl -^j oLc^j^> c^Q?L£J (J i^^j jJUi J^Ol cj^Jaill 4p^j 2L*iLil S^b^J 

2 

aSL^ j» iblii^VI J*>U. j» jJJij c^aJI iLJLJ \jjbj> Uoy (Macmillan2001) f-^j 
jj^u 1l>\jJ\j olS*>UJl <bl>j ^^Ip J-<^j oLc^^il ^ 4^>j*>Ul Jiij pj*LcJ jJl c(lnternet) ^Jj^i 

<j JujJrl ^ij-oJl cl)jjjJI J^j^J 4jys^irl C^JlaJIj oljl^il ^^Ip JiSjj 31 cjjj^rlj ^bjJl 



2006 ^ j^t <x-aU.t^U^SVI 

t <J^1 > gajŠV I ajl^VI '^iK cAjaj^jaulI '^^jj! jjjujVI -^-^J 4^ fi^jl j Ajaj^jaull dalji i^JjojVI ^Uaj c ^liaJl (J _^jujj1I (^^-ic Jjn^ 

. 19 o 3 '2006 ' ^ ^ 
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.j^ki! U-^J! iLJL- ^y :4 JiCdJ! a^L-S[I ak^Sfl 

(Macmillan2000) 20 ^ c^L^rl J^Jl x^ Jj> cjy~^ ■ 

:U-SJI ^j^J J c^UI JL^JI ^ - 2 3 

p-^l 4«<»wU2Jl JjJL>-J 4«<»wU2Jl Jju — 

1 * * 

2 

J iSj>jA\ JU^I ^Lco j c^)fl ^Lp J*>U^1 ^^^^ j! 



.176 'c?y^\ gr^- ■ lxjal -' 

2 - Goran Roos, Stephen Pike ,Managing,lntellectual capital in practice imprint of Elsevier Linacre House 
Jordan hali Oxford, 2005 p 19. 
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1997) 2u^j^U aJ^JI ju^aJIj AjjiijJl 2u^aJ1 c3yiJl 4jI c^SCiJl J 1*4,1] oj^AJl ^jjLjcJI - 

pj*LcJ jJlj 4J^>- jl 2JS^aJl^2j L^JLp ^ia^o jJlj Aplil 4jjjLJl ^jl^il JS^£j-<>j£ 4j 1 j ^(Sveiby 

. 4-oc^*> J k <JLi 4^wl3 ^jJL>- 



2 



1997 aJL^JI L^uJ jjUci7 jJl aJ^JI o!S 45^, L$jL^j "MICROSOFT" Jl^Ai—j U 1^5^ 
."EDVINSON 1997 " JI ^ c^ 1 ^ ^ 
5 .(4j^UM11) Aj^SCaJi Jj-s^Sfl Juj^j aJ^JI 2u^aJ1 0U " EDVINSON, ROOS -1 j ~ 



I 



1 



oLL^Jl JUr-tj 



Source : Christophe Germain, La performance globale de l'entreprise et son pilotage, semaine 
sociale Lany n°: 1186, Ecole de management, Universite Montesquieu Bordeaux, 2004 p3. 



1 - Mark kool, Eric de Roos, Strategic Assets Base valuation and Evaluation from work with an Intellectual 
capital Perspective, Tias Nimbass business School, utrechit, The Netherlands 5 th European conference 
on intellectual capital 2010, p 347. 

2 - Antony wall, Robbert Kirk, Intellectual capital Measuring the immeasurable, Elsevier Linacre House, 
Oxford, 2004 p 03. 

3 -EBIDp 03. 

4 - Goran Roos, Stephan Pike op cit p 245. 
5 -EBIDp 245. 
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« MALONE, J^Jj iJLA c^^iJt Jl^f^J <j*y>j ^J^* 3 ~ 

iiyM ojLipL IjuJl^ j£\ yi gplii ^SCUi Jlii ^t, £• J^Uill Jj> 4Ji EDVINSON » 

^^uuj 4_L~oj L>-j^3l Jjjj 4«<»wu2Jl JjJi^- ^^L-***^! 

^ J^ 1 ^ JJ 1 ^ cr^ 5 ^ ^ c>* j "le NAVIGATEUR SKANDIA" 

!4j>-jJJ| ojj5> J^-^ ^-s^?jJ ^J,ljll JlSv-JLIIj 




LE NAVIGATEUR SKANDIA :6 J^i 

Source : Juan Pablo Stegman, Strategic value management, stock value creation and the 
management of the firm, Hoboken, NewJersy, 2009, p222. 

.^^kJl Jlii ^f, j oLL*Jl Jlj^f, tjj'bjJl JU ^ ^ cg^iJl Jl^fpi olJ^S^j ^Lp j^-Sfl 
jU j! c^SCiJl JU*fyl jLUl <J o^U- jJi 41^^ <J "Mouristent et al 200l" ^3 3 - 

m( j^Ji\ JlH^l oLj^5C> Jju JpUiJI ^^JIp 



1 - Issam Jallouli, Relation entre le capital Immateriel des PME manufacturiers et leur performance, 
Universite du Quebec, Canada, 2009, p 34. 

2 - Issam Jallouli op cit p34. 

3 - IBID p36. 
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.4^aJI jjj^i) jLc^l oU^SC JpU; :7 JS^dJi 



Source : Ahmed Bounfour, le management, des ressources immaterielles, Dunod , Pariš 1998, 

p229. 

^Jj> pili JjLJI J^Jlj 
:2LJl±il 

^| 4iL^| 5j^5^4^>wi j^JL^-j Cji^^ j^s-c *y 4jU ^Jljcs^ (^SvjsJI jLc^l^Jl c^Lj^SC« ^« O^SC« JL>- (3 — 



1 - Issam Jallouli op cit p37. 
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cg^iJl Jl*4^J 2L^^' oIJ^kII j» Jbu j ^IjjJl ^Ui! JL>-f ((V^jjJI) J 1*4^1 

g^jJl jU-fjl f^L. :JjSll ć^Al 

L^ij jjS\j jdl dii) 4^>L>- tlAly>l (j^jjj J^*^ I £° ^L^ji! c^Lš*>Ip 

JlHj <u^_~o ji-g-uJ jLe^l^Jl IJla lJjj/uj 2Lo-*J Jp- 4^11^-1^ i_jLS\J! jJjJ iSLa 

^ a^^^il olS^p j^^j " :4jL « GraSenict et low 2004, Green et Rayan 2005 » - 

dJJi^^j^lij j/UjJl olS%Jl ^jJ^ j^^" ajL « Canibano, et al 2000 » aJI - 

« Stewart 91, Nick Bontis 2002, Karl Erik Sveiby :^ J^^l ^ J ^j^j 
oli*>UJl ^ jJLiii Lg-iSCj cJ^l3 jj^ilj ^IjjJIj u^lUjli jJLiii *y ^c^^il j! J,l Ojj^io il - 

J^jJ J^Sfl <q*A " olS%Jl JLc-T; 4^LJl ^jjUill Ji" Bouzbura 2004" 



4,,, 



Issam Jallouli op cit.. P 23. 



2 - EBID P 23. 



3-Smail Ait Bel-Hadj et Alivier Bette, innovation management des processus et creation de valeur, 
rHarmattan , France 2006 p 73. 
4 - Issam Jallouli op cit, p 23. 
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Iaa ol dUi jjjj^- (3^j jVjf-f, y> jLcfpi IAa j! « Edvinsson et Malon 1999 » ^<Jy. ~ 

\±y>r JLu 4JiSCS jlS*>UJl JU^I j 2L*f yS"S/i jJ* (ci^ 1 ) JuJl 

« DzinKovvski 2000, Atrill 1998, Lynn 1998 » :^ J^aU^ft 11* J (%-4%tj 

2 * * 

jJl ^Sf! ^ ^ O^So - oyH US"- JIjH^I j! "2009 ig ^i Jp" Li" - 

.(4jLpj ^V^ij 4jU-U- O^jJi -1 
. (<L*^jil Jl^LjcJL gjI^ipIj aSs-oc^ij) O^jjJI — 2 

.(oJujJrl oUdlJLJ JaJa^dJl JllP U J^-Sflj 4jl>-juL«j 4jI/L ^1*1*^1) O^jJl ~4 

• (2010 ^ ^ f£) 5 "|i^» liliMp $,1^- 43U^> ^Ji; jJl (Jj*-Sl\ 

.(2006 Oj^Tj Jbi^T) 6 "j^^bjJi 015" Li5" 



l^^LU Jb*-*>lj 4JL>LJl ^jjLjcJI — 
cjpjj-* c^IjJ) (J ejl^Sfl ^oi^j ^ 2j^LAl olS*>UJl jj^ oli*>UJl JL^[) -1 



1 -EBIDp23. 

2 - Antony wall , Rober Kirk, op cit pl6. 

.231 <J^- - 3 

_ 147-146 o-* 3 l^^ 1 iLoi^ftla^Ui Sjta] ^j^- 

.147 j-fl c^LJI ^ jJI -5 

6 - Philip Kotler, Dubois Marketin management i2 eme edition Pearson education France 2006 p 178. 
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olS*>UJl SjSj u^j^i ^LjjJb olS*>UJl oy p^Jl jJ* i^^jjJI Jb^fpi 

fi^lil LžlS*>lp $,\j>? 43L^> Oj^AJLj ^ JJij (^L^il c_^1j>w?1) Jpj^i 

V-^j <j~"*' ^^Ip ^iL (3jjjJi JL^I^I ^ 
:0^jJl ^ a^.ji)I -12 

^UaJl AjjJj? 2ujUJ1 AjJlJLaJI Ajjjl ja cJ&ž\ cl&^lj Uj^l Ju^l 4jL 2L^^i| ^[pl Jljoj j& 

2 

L^JL« CjL^-ocJ oAP L^_JLp JjJi2J ^-j-v^i Jl 4j>r^lll ^« cJ-Aljl ^Jl CjL^ojJJj 



_147 0^ (3^° CjLuj ^a1a2)UI 6^1^] ^^j^' ~1 
.336 -2 
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Source : Philip Kotler, Dubois, Marketing management Op cit p 168 



:0jjjJ1 2Jy^ - 2 2 

^j^a Jjjll J^ri ^j-* l)^*3I«AIj L^c3 (jru^Llll ^-c^Lj 4Lj 4-vf L>- *^ O^JjJJ A^r^Jl Oj — 

43^ *y " ja Jl&l liL* dyjti 4^i)l yi Jl&^l Jfe <jj ^fxJ cO^jJIj ^Lr^ 

4j 43^*ilj c4-oc^jll 4JjLp ja \$j>r O^jj-ll jLlplj C " Jj-^' 4iLiS^ 4^Jj 43^*-^" <^JlSj^ "O^JjJLj <L&^coA 

.4jL>-IJ- 4«owuoJ-I L^Ujti^lj LŽL^L^j 1 g 1?1?->-j 4-oc^jll ^ L^Sj lijJLa 4l*^- 

<j ijjfcj Oj-jjJi 43^> J,! c_^JLLa^j JplilJl ijjfcj ^^>^]\ JplilJl ^^Ip 2LJUJI S^JaJl J,l cO^jjJIj 

2 

.4jJL<»ws^j 4^^ (J,j 43jJtil JlJ 



_ 147 (3^^° CjLuj ^aLg2)U! ^^^^ ~1 

.343 U-* 3 4 2008 (j^c- J'**^ (j^JJ^ 4jj^' 4auiall CjLAajlSI j CjLj^jj! jIuj V I j ^jAILJI AijA-all fijb] ^ jJC AaJ -2 
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1 * 

^wL« J-o-^oj JoJ^lj J,U~1 dyji\ i]y>- Sjbl Igloj^ c^li oUjL^ L^b JjiJl l^SCc lij — 

Jl^LjcJI Ojl^oJL^l J*>L>- ^ Li O^Jj-ll C^wL« ^j^P ^L^LocAl C~>\jj*,s? jlj 4^JiAlj 4jjUmi)1 4^*>L*1I O^J? 

. AjLpjj 4jL>-L>- 43^a Jj 4iL^j Lg-*-a 

2 .(Kok, & Vanzylk 2002) V* 1 ^' ^U^ilj oUjil 

.^Jl c^»LL?LiJj c^L*SyJlj c^LlUiilj 
LŽISll? 4il5"^jity l$Lc£ \J 2l^j^U Igli;; jJl V*Sfl ^s> Jju O^jjJI Oj ^ - 

.(Patric 2001) S^SCv ^ 3 U^M) ^^^M 1 0^>Jl 

4I3^«J O^JjJl CjL>rU- ^J^Jtil ^ g-iU lj5>^j^J>- i_jć&3j — 

L^cO^jjJi J^bedJ a^j^,^]^! oLU^iJ ^>jAl J^Jlj c^JLjcJI J*>L>- j» ca^-s^ J,j 

^y>Jj U Cp^^> jJj*J (J O^Ssj ^LjJl ^ oU^Ljtil Jjjil (j>L>LjJl $„lkpj 0i 

- ^ll ^^LocAl 4jU»tl^lj ^-s^J LSj^. ^ O^JJ-ll ^ ^oc^jll J^LjJ 0l ij C|% ts ^-tk^Lilj ^U^j 



.47 U^ 3 (3^^ ^f^-J^ ls"^-^\ t — aj^i -1 

.55 u-^ <^ -2 
.56 -3 
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j^Jflli C^>Lv?L>- IglS^^Aj coJjjJrl O^JjJl 4^J>-lj^ J^Ll) + g gll ( j^Jj£j JJ^" SjAJlIli S^jJ^ 

.ol^l*ilj Jlj^SU -L^Jl p-L^Jl j/UjJl ^ LžISMp JU j 










< 












r \ 




< 


4olii 






.344 ^ Sjbl ^ ^ : jJU*il 

r^bjJI oli^p Sjb| - 3 2 

JsJ^j (_£jJl jJ& li 4^cjJb ^JjJJ l^^- j^S^I ^>Lr^ ^ ^JlJlŠsj J^jUL?- ^Ip ^j-£> C^»L*^jll ijp^J 43^a 

olS*>UJl oJu* ^Js> ^s^lj oli ^l^s^^* cjbl jj^Jaj oLc^^il ^^Ip OIS^IJlAj 2 Ju>Sfl U 

: jl JJju IJu^j 

C jiS^l J^^o 4jLJl>- (3jJjJl J Lc^l^JU AjJJLJI 4^aJ1j c 4^-^11 Sj^li 0}*3Jb j^^\-s IjJbjil — f 



3.. 



. 4^u^*> Jp<»JJ i 
^Ip ^5"! 0^£il> ^jSfl j^jLjjJI 413*>lp ^»Jl3 £>> Ju 1^7 4pj-V M _ 

[ .(2006 Oj^Tj JbijT) Janjili (J %50 V-^ ^j^ 1 c) **k) Ji %5 ^^3 Lf^ji ~ 



..150 u- 3 ^ -2 
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4j^j^il ^^Lp (JULjJ <jh^~ ^ U^^J-^ <1^23 Ji l)jS\j c4^5^- Ojtaj lij taj Jj^ ^ l$J 

Ul^ij p-f^ 
^LjJ! - 4 2 

.^jJl ji <j%Jl Jl^fpi *l~J j%-ftfj ^LJl -UUJU 2lL^- pj^l JjJ - 

2 

. OjJjJi ^ 41^*-* 4^a*>lp ^ $JjJL)I <tajL*-A 4^jjJ ^LJL« jjk I^^jJlj 

l)I ^ M 2L^^il 4 i? JLS b aJ^Li 4fTjLl^ <j ajllPjj Ojjjil (1999 ^jlp^j ^V^J — 

4 ^ 

bj3 UI^Jl jjiic OjJjJl iJlft J^J cr^^J ol^* oAp iS_f^i k£^\ j-^ jtf*-^ 

JM^= ^ 4jjU»d)| L^La*)Ipj LŽL«Jj>j LŽ'L^cIIa ^J-,^ ^Tj Jl^LjcJLj 4_ajL*J| 4Jj j£ 

. I^^Ll* 

^jjl jl f-l^iJlj ^IS taj Lij OjSsj Ojj)J1 01 U^LL> \«\s> ^J^> s^jJl <j^£ M ~~ 

.Ul4l l^l^i bliipl OjSCj Jln* JSCioj 

4jli^ Ju>Sfl 4^ji? olS*>UJl ^Lvl ^^Lp OjSC" jl j>\s> dyj "^jj*^ OjSC" jl ^^j: ^LkaJl oju* - 

jJl Jj>dJl 4 U tf> jJSj ^1^1 t\j£>$\ lwLi: ^^o-^O U lift £yh ojj^ <j 4^jJl 4^LlA <j 4l>-y> 

.J^Sfl ^>J^ 4^aJ1 ol£*>UJl Ojj-S Ijl7 Ujip 



1 - Philip Kotler, Dubois Marketing management, op cit p 180. 

_153 <_>* a (3^1^ diLuj ^a1a2)UI ojI^I ~2 

3 - Jerom Bon, Elisabeth Tessier des bordes, « fidelise les clients » la revue frangaise du gestion 
adetem pariš 2002 p53. 

4 - Christian Michon « le Marketeur » edition pearson - Pariš 2003 P 71. 
5-EBIDp71. 
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.jLi 



T 



— t- 



.^l ^l^jJl :1Q JiCdJ! 



•333 qp jjL* Sjbl ^ ^ '• 

^Ldl ijy*^ Uf cL^>- s.^Ji JI Mj-^J £-* ^JjZ 2u^aJ1 of JSdJl J^-*>ljj - 

Sjbl <^JJlj j^jj Jlj^f) JI olS*>UJl oJla U jj* cJ^Jl £>> ^u^aJI oJla JuI^j of jJl^ 

1 * * 

diliS" Jl*^I SJljo Jži JI Sjl>-I^J| 43*>Ip Jži ^ Jli&^l O^jJl d\ - 

JU! JiCiJlj 
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. 148 o^> ij^- -1 



V 



A 



V 



^U%J! JI HJbL^Jl ^ JUuVI :11 J^JuJl 
• 329 ^ JjL* Sjbi ^ ^ : jJ-s^il 



JbJbM dyj\ 



11* j cO^jJI ^ al^kJl olS%Jl j ^1 Js> 2uiUJl alpliJl J*lity 

! J>-I^il ojj5> ^-s^jj Jl^ll JSvJLII j C^oc^ojhll CjUjcILaj AjUs-I^- J^>- 
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.149 l>= c*M 1> j* 11 - 1 



A 




■ O^jJt ^ Jfv * :12 JioJl 



lO^jjil ^3jv - 1 3 



1 - Philip Kotler, et al Marketing management op cit p 176. 
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T 

0 





1 o^jj 


2 o^jj 


3 Oj-jj 




1 


+ + 




+ 




2 ^-^» 


+ 


+ 






3 ^-^» 












+ 



















Source : Philip Kotler, et al Marketing management op cit p 177. 

c_Up! ć)Sf (C^P >^ C-3 O^JjJl - ^j-s^J c(3 ^j-^l £^ if^ c (2 



1 . 

.p^j 4jL*^Ji aj^j^IIj jji ^y ~3 

* 2 * 



1 -EBIDp 177. 

2 - Pierre Allard, Damien Dirringer, La strategie de la relation client un support dynamique de 
management de la relation client, Le modele Customer connections, Dunod Pariš 2000, p 116. 



40 



i 



0 



Faible valeur 




Non rentable 




Tres rentable 



Fort potentiel 



.aj^j^LI ^zjć 4i jsu&a :13 J^LjJl 
Source : Pierre Allard, Damien Dirringer, op cit, pll8. 

Ljf 2l^L>- J^LjcJI ^Ipj 4*jjSfl ^Jj^- 2i^L^il ol J^-*>ta - 

1 * 

:3c2,>t^l " 

.C^LaJii-lj £_L*Jl J^jll ^JcJ ^JLpLflj 

2 



1 - Philip Kotler, Dubois marketing management op cit p 177. 
.105 4 2003 lPj*^ (jl-ac ^jjjiill j j^ill ^laIIaII jb c^gJ jVl (jjjjoull ^ ciijjljVI cjULuLj .(jpUJI ^jjAjc j^Aj ■ 
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£. 2b3jv ^Li - 2 3 

$.l^>rb dUij t'Cf^ & 4iiJ*l 4SIL2JI J 4Jlil j» ^ j cAJL^Jl 

4i5Mp Sjj^ J*>^ il^Jj ^JlJISCiJIj JjI^JI J*>^- ^ O^jjji liL" Jb^L^uj ca^JLp ^UMj 

£>> 4I3*>Ip oJ-a Jl^U clV^jJi objLi^ JjljiU OjJJlLl aJL^JI 4^jJl ^ jl "^c^^ilj 

.O^jJl j» jtill JUpSfl ^ 4i%Jl <jJl&j AiSCJl ^jJl<dl ^k; lL->- JjJbr J*>U- ^ Ui - 

^P CjLaji-l jl CjUjcI1<JJ O^JJ-ll z\j£> ^ JjI^jJI <L^»^^*Jij C^-ocJ Jt^>- ^j-* jl — 

Lg^o:) 2ul^ JSCJ ^IjjJI J^LjcJI ^ Jđl^Jl ^L*^- L^JLp aj^JI aU^^II ^_^lSC> 43^1j - 
:i ^jbjJb aiaJ^I Jđl^Jlj ^JlJISoJI j» JfxJ jJjJI ^^^ij s-^J cdUJu ^ikj^l ^JlJISoJI ^L^>- liS} 

coLJMp^I ^JlJISC; c(c^s^> ol^JLcJ) ^jJrl ^y UjJi ^Js* J^ai-I ^JlJISC; ^2^- ^ ol 
objLlil c^Luiii-l c^JlSCil ^JlJISsj c^jJrl Jjljjil A^Jli Oj^il 4JL^1 oLjcJ»1 j^so- jl A^J cC^j-ojJI 

.^jJrl ^bjJl 2L.Jli- o^^l 

.jLip*yi (J ^-J^j W^ <yUj ^>\*"£'\ 



1 - Jean Frangois Dhenin. Gestion de la clientele, Edition Michael Dizet, Breal, Rosny-sous-Bois , 
France 2004, p415. 

2 - Philip Kotler, Dubois Marketing management op cit p 177. 

.459 -458 u-* 3 lSA^ **t*j^ a aluj -3 
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^LS^jJl SL>- S^j^ ! j ^o-^J L* J*^>- ^ ^{/^ £° 43*>bJl <Lpj.^ c_jL*J- ^JL^i? ^jA^J 



.dyj\ oL>- :14 Ji^Jl 




Source : Olivier Netter, Nigel I— lili, Satisfaction client de la conquete a la Fidelisation, Edition Eska, 

Pariš 2000 p 29. 



1 - Christophe Allard, Le management de la valeur client, Comment obtimiser la rentabilite de vos 
investissements en relation client Dunod, Pariš 2002 p 163. 
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+ 



-I h 



+ 



+ 



1 2 3 4 5 6 

c-i^il (j^Jl O^jJl 4pj:y» :16J^~^ 



1 2 3 4 5 6 



Source : Hamon Carole, lezin Pascal et Toulec. Gestion de clientele. 
Dunad Pariš 2004 p 08. 

.^Aj 4JLP ^L>tl)l j! 4jca C^»LjclA| J^lAjIj <L*^jil J-^-J 4jL*v? 4-«^ J^. c£«ill 

4Pj-oj£ AJj^l 41pj:y> Jl c3Ls^j £>> l)^j}J| ^ Jj*^ 4JLoJl Jjuj 4j1 il - 

.L£js; ^bj; l^U 

Ju<^ j^^j cp^>Jii- Jif O^iiSsj $.LijSfl ^y 01 il :4jjUd)l ^JlJISCi)! ^^i^ 1 -2 

.^-^aJii- CjL^jJjcJJ 4j>-L>- JSI c 

<j jU-^SU 2l^Lc^- Jif $.LijSfl ^IjjJI oSf c^Jl jU-^f ^~>-f ob^j^ll -3 
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_;L^Sl ^JlJISC; JJi; ^ J^j U j^j t « Un bouche a oreille positif » -> U jl U Oj^^Sj 



800 



200 
100 



-100 -- 



.^nll jlsuuJ l>^W -WL>^ - 4 

. UJO 



5 
4 



1 ^ Ljjuj 2 ^ * u " 3 ^ * u " 4 ^ * u " 



5 



6 ^juj 



0 <luJ 



Source : Jean Francois Dhenin op cit p 418. 



: O^jJl ^Li - 3 3 

.$^jJl <j 4j^>w2_Hi ^i^jJ) J\^3 il^Lv OlSCab OlS"lijj ly>l ^j^J 4-^La3 

^Pjllii CjL^LJlII ^« 4Pj^»^- ^P wL»J3J 4-la12JLaj 43^ ^$"1 J J .^4-1 Jj>rl ^j^J — 

2 

: L^J 4_£l*liJ L-Jl^Jri <Jill£- 



EIBD p 418. 

-Oliver Netter, Nigel Hill op cit p275. 
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.RANK-Xerox ^bj ^ ^1 j^kJl Jl^ii JSdJl ^jjj 




0^ 1 ^ 2^ 

Xerox ^ ^»jJl jjkJl :18 J^Jl 

Source : Oliver Netter, Nigel Hill op cit p275. 



: JbJl Jl^Ji 2uUb JSdJl 11* Jlp J^J~I ^ :J£aJ! JJL£ - 

£>> p^gJULjJ <j Ojj-o^o jjJJl 2uLocJU ^(jjii -^AP jJ* 

.0 4juJI J*>L^ ^bjJl :>ap Jiic :Z 0 : jl3 JjSfl ^j-oJtiJ 
^U^l cZ 0 = (Z 0 - x 0 ) ^Jl ^k) <j» ^ X 0 3^1 al^ii fijjb j ijliil ^j^Jl 

.Z X j^Lj ^A^r Jl 

.Zi = (Z^) JL^lil 

.Z2 • J^J ^bjJl ^ ->JlP j! 43L>1 (Z 0 + Z 2) 2uL ^ J^jk^l ^Ijjil J^i J 

;<L*^jil ^bj c3 iSj^"^ J^^"^ j!**-^ ć^J"^ -blii>-^l c^Jjc* uLo- pj^j 

% 100 <— z 0 
% h «- z o 
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.2ULik*JJ Js>lii>-VI o^JbtC ^y> ^^j: ^>-T ^LiL c^LaJI iJu* s^ 2 ^ ^ '^J c2ULjk*JJ 



?(X) S/iJl j! 2L^jil ^jJ U^jj 01 JUi>-l y> U : Jj^Jl 

i 1 1 1 1 

\Jl>t ^yč^£> ^yč^£> jS^j* i^j*^ jfcš' 

huJh ^Ji^j ^ (x) (x) c (X) J*>^- O^nj jlS :(x) ^jJl JU^JU :3_la>-%» 

lij L«l 4 jw23 JL^- ^ip <L*^jil wL>J3J ^*J* ^bj"^ J^-*-* 4_)L>- C<L*^jil 4j ^j-aj -UIaJI 

. J^i Jb£ Ji^jj l^r^l ^1 ^fbjJl 

Lgilij*y AjbjLi^a ^JljjL^a ' \$,y>r jšjl c4V>t*Jl jl LflLtL« ^^Ssj ji lij O^JjJl Oj — 

c4jl1«J <5jC3 Jt^>- Gjj^j £-^->J ^{/^ ^Pj-?/ 9 c_jLocl>- ^JL> ^jli^ J-^" -^Lo-^P^bj 

^ juJ 0^}Jl (3 3JLa^| iS^ljjii l)I WL>J tLftjL« 0^}Jl £>> 43%Jl oL>- Ojj-S J*>^>- oLk>-M U ijjfcj 

?(X) ^*>UiJ ^L^s^cil 4^Jl ^ U Aj^AJI diijjU^ J,L^I -1 
0lSC>b O^Ssj U j^Ul 4jI VI (%100 - %0) UH ^jL^ <j^' -^-^>^ ^J^' O^Ssj 

.u 

?(X) 4^-311 ^ J^Lo" Jj^ Lp^.1 j.l^b jJl^IJ J - 
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l 1 1 1 1 

U3b ^iSl Ji. Ji! iJut 

: JJUJI JJC -g. 

I 1 1 1 1 

aJcu^Ij Jlj-ocJl Jh^^ <j*W^ ^' 



^y>^\ iSy^\ 
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I 1 1 1 1 

OjSOj <j%^ JslaJl ^ ^j-»- s ^ J , ^ ? '*~ icjL-LaJI sJl* ^jSo j»LoJl Ju<jj l^-! — 

• %(100 - 80) IJU- ^ - 
•%(79 - 55) jLj JJt jibj - 
• %(54 - 18) frLi jf jJLj - 
• %(17 - 0) ftVj JU-jž V - 
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oli*>lp ojtal Ol LljIj ^c4^L5 ^uLS^ co$.Lj cj^Jl Jl^l^Jl ^gjLo Ju^iJl Iju* <j Lbij 

L)f j tJ^jJl Jlj^f^J ^L-Sfl jL*il y> ć)f c*^Jl cO^jJl Aj-^jV u"^ tć)jjjJl h*3*j* 

. 4jj_SJ I^j^ Jjuj U5" c^^i ji ci^l Jls^i ^ajLJI J?Ujl1J 
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jji ^LjjJI ^ j jLc^tjJi iju* ^LJ 2uJ pj^L ^Lj^VI j L^JLp L*y j^ij jii- 

JLp yS) oli ^Jijdl LgASL* <J iJjJs* Sjbl J| ^>-L4 cJl5"liJ c^Vj 'f-**-^ 

• CRMO^jil £. *S%JI Sjbl pjfii : JjSfl đ^il 

^IkiT j V^i/^^L^j-^ 9 j CRM jj-fk -11 
: CRM 111 

(Jj L^V cp-^Vj Jj-s^>JLJ 4jlSCjT oj-* J^Ul ^ Jj>Lk>-Vlj 5wbl^ilj ij^LuA\ p^žLpjj LgjLlLjj oU-i> 

cJjjj>- s^^-^j c_3lwL^i^l <LlL»*p ajsISCj JJI 4j Ji>La^>-Vij 4i^Jj>-j (J>Lll O^jj-ll J^LjcJI — 

.^U^jlj jUll O^jJLj J^li^-Vl ^JlJISC; (8-5) 1<^>H\ ^ d\ <i^- 

1 .%50 v-^ ^k;^ 1 t) °*k) Ji ^^j 7 %5 V-^ °*k) - 

4^Jl 41^4 il^l (10 — 8) Uai ^-L^ L5 *>lj l)^jjJI - 
• %50 ci^"* £H JL<^>-1 U^lj c % 15 JujJrl O^jjiJ 2LaJii-i jl ^iiii £j - 

A£yu»j ^_&I^SvJL) c_^wj5»tl^l lij ^c^ojil Jl^LjcJLj Oj^j-A-^ (_^jl5v-jJl ^bjjl %70 Jj^*" — 

2 .p^lLl^l J,l ^Jl 2LaJli-i JU^ J*>^>- 



1 

- Philip Kotler. Dubois. Marketing management op cit- p 180. 
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pJi*» jlj cJu>Sfl U -I^j c^JJl y* j^Sfl O^Jl jl c^LlsSl 

Customer Relationship Management 

i^Jl/^lT CRM -211 

cc-^Lc^l 4Jl5v^l ^c^7 c^LL^pj iULi " :L£b (Sin, Tse, Yin 2005) ^Vmj — 

J^>rS/i Js>lii>-^lj $„Lj J*>1^- ^ aJLjJI 2u^aJ1 jji us-^l jij^3 -^^i^^' 

2 „ 

<up:>j <, ^Ti p^iJ J^p V^b^ 1 " ^ ( Crossby &Johnson 2000 ~ 

3 "o^j 



1 -Stanley Brown CRM. Customer Relation Ship management, Village mondial Pearson education 
France 2006 P 19. 

2 -Maria Rosa. LLamas- Alonso et al Designing a PPMC System to maximize CRM sucess. Journal of 
marketing Channels 2009 p 7. 

www.inform world.com / Sm PP/ title ~ Content =t 792306905. 

3- Hsin Hsin Chang et al Implementation of Relation Ship Quality for CRM Perfornance, Acquisition of 
BPR and organisational leaurning. Journal of Total Quality Management & Business Exellence 2009 
p329. 

www.inform world.com / S m PP/ title ~ content = t 713447980. 
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Source : Pierre Desmet, Marketing Direct concept et 
methodes edition Nathan. France 1997 p 71. 



'-^3 (non client) :JjSf! Ipj-^I - 



jlUlI 4^^lj 4jLjIjl>-I ^^2jj 43Jl^J»1 feiJl Jl c_^c^l ^Ul il^SClll o^jJl jj^j :J-*s$M ^J^l ~2 

^> 4JUL*j JL»JL>-I j ^ Igj j dJLtJl <lL>yo JjU»t^ (_£jJl 4JLP CjLajJjca j (_£jJ 
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2 ^ I^t:* JuaL*2>j 4^ U?: a o^l^ ijjJL* ^e-^vžj (_£jJl j^jjJi jJkj lallll O^JjJl — 6 

c^»LaJj>-j c^Ujdi^ ^ln5*yij ^Mj-ll Jj <L*^jil O^jj-ll J^^-*-> ^Lli^i j^^i ^3\^ ~~ 7 

4JUy> J^(j Uili ^^L) Jl*3 jJ> UjjJ £e^2J l)1 jl ^j£> aJL^-j OjJjJl L)lAi3 l)I Mi — 

:4^jLJ1 J^-i^l J,} " jj^-Tj ^L'jS"" ^Jl^2jj - 

<L£jy obi 4_>lil£ ^ Jj <L*^jil C^»La*>lpj C^UjcILa $.l^<io ^ilSsj M c3j jjjj ! ^jL*JI O^Jjil — 

: ^UaiTcRM -311 

• ApIjS ^Lkj 

^Lj^.Jijdl j5"LAlj 2L<J^jSfij oLLjJIj JjL^jJI 4Pj^- ^IjjJl ^U^JLj UIsjI (^^^J ~ 

^cJLajj cL^bjj LŽIS*>Ip 



1 - Pierre Desmet op cit p 72. 

2 - Philip Kotler, et al Marketing management op cit p 185. 

3 - Stefan Michel, Marianne Petit Pierre. Marketing une introduction au marketing d'un point de une 
pratique l ere edition Compendion bildung smedien AG, Zurich 2010 p 31. 

4 - Malcolm Mcdonald les plans Marketing, Traduction de la 5 eme edition anglaise par Prierre choix. 
Deboeck, Elsevier England 2002 p 462. 
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.S^bjJrl oUjLtil Lp-jJyS\j ^^Lp taL^ipl 
j» <pj^ jj^j ^fbjJl ^» jiTU j£\ Jv?i^% JU^jVI ^ ^UaJ :CRM J^Jl LliSCc lil - 

. O^JjJl £° 43*>lp jij Jlv2J*yi J?lJL> ^JjCLa Jjjj-^-> (j 

2 „„ 



jl Ju?»t-ocJ ^J^) C^»La3JJ Jj oLajJUllj C^LjLJI £jA C^»La3JjJ1 Jj^>*Ij 4i>jJ-l { *jjp^sJl JjL^j >tJ?^ Jij 

^Js> L^j|ji>.| 4JlSCaj c^c^jil c^>L>rU~ c_^co-j ^.JlLJl c_^co- j^JflilJ 4LIS A-p- S^SlJu " :L£l> 

3 

:CRM -21 

^ocJ cO^jJl ^> J^Sfl 2l1pU; jlj.^^ oISMp Jl CRM ^3J^ - 

Jlj^lj (J J^o^J 4^3 jiS^l jJj>- Jj>-1 ^ (...j^-^^fl ^JLs^. . . C^j^Pjj^ ^clM^JJ^ 9 C l/^3) ^^^^ c-^l^s^lj 

5 „ 

5^L» JL^jI ^Jlj jJJij c 6 ^y j^jj JIj^Ij jJU (CRM) g^L^Sfl c3jJ>1 ć)f Jbi^JiSjjj - 

7 * * 



1 -EBID p461. 

2 - Claude Dummeur - Marketing 4 eme edition Dalloz Pariš 2003 p 351. 

3 - Jean Claude Boisedevesy, Le marketing relationnel, A' la decouverte du Conso - acteur, Les edition 
d'organisation Pariš 1996, p 11. 

4 - Christpphe Allard. Le Management de la valeur client Dunod Pariš 2002. p 10. 

5 - Stanley Brown op cit p 19. 

6 - Philip Kotler. Dubois Marketing management op cit p 187. 

7 - Philip Kotler. Dubois Marketing management op cit p 83. 

8 - EBID p 82. 
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c3lH3 J^L) JU^-^ij cjLajJjtil Lp-jJjjiSOj cjULJI ApI^S ^ 




.^jJi Jl^l jU%JI JU;VI aS^U :20 JSCdJ! 
Source : laura lavorata et autres. Mercatique Tle, STG, Breal France 2007 p 83. 

: JlsJl J^Jui! 



20% 




.^yJl J^l f yt :21 J^JI 
.139^ 

: j! Ll* JLp jviUJlj ^j^-o Li'^o/SO" o^li j! Paretto W* JLp bUipIj JSCdJl J*>U ^ - 



l-EBIDp79. 

2 -Claud Dumeure op cit p 352. 

3 - Jean Simonet, Jean Pirre Bouchez, « Le conseil » le livre du Consultant et du client edition 
d'organisation Pariš 2003 P 298. 
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P^l^jj j^Mjj IAaj cltUpl pJj <j %80 c) <^L^ib d^A\ c4^|ll ^bj ^ %20 O^b; 

. + ^ JLp AiksLiI jl ^ ^i*Jj>- (_jiJl5\j j^Svj c3j-^ j^l aJLjJI 

^LjJl ^jj* Jj> jSjć\ y> CRM Sjbl OlSo cobk^Jl 

lyl5^^jjJl ^jJrl ^UjJl c-^Lj^I^M pyLl oApIS ^LcJb ^o-oco l£ c^ytl ^ U^J^J 
UiSvi jjJ-s^* p^gJjc^ Lc p-$*J» Jl^LjcJI ^ J-^*^ JjI^jJI cJa^II ^j^ (Jj 

£■ aS%Jl Sjbl ^buf -31 

L^jj Ljjj J?La£>-*!>U ^j*^*-) j ^wL>- <~- , l J-£>rl (J,} (J^l (4^Jj>- c^lP-Llv^) Jl^p*yi cjL^oJh« ^1 — 

1 Lt o^J 01 Ju *y uJU-l 

2LJj ^^Ip L>ae 4_^2JLa LgilJj^l j La^j1j^> jl j La^j1j^> j LgilJj*! j-o-s^ AlL^jl ^^Lp J-ojJ1 

pJ*Sfl ^ ^ji^l ^ 4i%Jl Oyf j jW^l (J j 1^ coUSjiJl j oUrtp^^fl oJla ^^Lp lil j 4jU-Li>-1 
J 4xjIi)1 j oli*>UJlj jjj-oc^Jl o*yi5^ c^JU^ Ai3 cLžli*>lp aSC^ j j 1 gl^^c 4-oc^^il oli*>lp ^J-o^- (J 
JLp oI^ju- Ju^» j (Association des Agences Conseil en Communication) " AACC" 

ojj^ c3yJ 4iJ^ JH^» ^ J U^k) J ^>%Jl ^c^^il ^ 43%Jl S^?r ^LJ ^^Lp j t^^jJl Jl^l^Jl 

j 4^>%Jl/ 4-oc^^il jjru 43*>UiJ aJLL^- 4-^IjJj (c3j-*Jl ^IjJj (j^ 2 ^ J-g-^> ^ j ) BVA J-g-^> c43%Jl 
4JL-^ojJl (5 ^<»wocJ l)j-JjJ1 43*!)^1 fi-^j^r |t-**A^ ^-<»-ocJ ^^LlaIJ 4JL-^j $.Lio| ^J,| lit*)^^ ^y^>- cL^Jllbj 

.0^1 4i%Jl ^LiJ ^ j Relation ship score 

:ju;^i - y 

JUp^I C^»L*^J^ c3yJ jl ^jićLuuj O^jjJl ^» 43*>bJl Sjl^} J*^>- ^ ^j-oc^Jl ^j-^ii JUjsJI J^JalJl l)} — 



1 -Henri Kaufman ,Laurence Faguer ;le Marketing de TEGO Maxi Ma .Pariš 2005 p 232. 
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OjL.Ua ^1 jL-s^l > ^ J^l Js> 0j jS y> JUaftl of gj! 1 V^ 1 Ji J 1 -^ 1 

jJJi j OjijJl £• ^Lii JL^J (....Mobile,Net ,SMS c<Jtflil )JU^1 JjL-j Sap oL-^-jil ^jb^j 

3 - 

.2L*^il ^ULjcl* 0L4 CRM iJu* j ^Loj-cjJi 

4 -"d^y $.lijJl Sj^li oy>J 

: J^UJl J^Jl I^Ip jJJJJ 



29-27 u-a 2006 ajj.v^>»iVI a^UJI jUU JL^jVI ^ ^jj^VI ^jU^ £^ [ j^U ^o^l - 1 

. 33-32 u- 2008 lPjVI c^l! 
.36 (3^^ ^^^^ (^sb+^A ^^^) 

. 25 1994 

. 25 u- 3 ^ - 5 
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I^USjj j ^U-Li>-I ^^Ip jdl ol^Jl j JJiiuJJ <j ^Ij^Jl aJI U - 

: - lilti 

pjli ^^.s^^Jl JUsj^I JlSC^l JSo* j cOne-to-One ^—v. j c oli*>UJlj j^-JJ jliil JSdJl 

ApI^S j cjL^jJjtll Lp-jJjji^j ^3«/^ 4-^Us^J j 4jL>-Li>-I ^ g ^< ^^mj jjJ^jla oJj>. ^1p Oj-jJ J5^43^jca 

2 

.Aj^iJl j 4jls^>«lAJ1 ^^Ip jSy jJl olJLJl 

CRM C^Lpjc-Jlj^l (J iSj^ J cC^>L»JiS~l j (j^J/^l 4JLs^>«lAj L^S" — 

. o^^il ^IjjJI y^ O^J U U lp olftUJl 2ul^>^: 

<^ 4 ( 2002 ^ ) V^-M ^^»^ ^cJlSj j LgJU- ^^Ip J^jJI j ^*>i5Cw> j ^U-L>. j ijl^l j O^jJl ^^pj 
01 (^Ip j^Sj^l p^i5"Li^> J>- j ^JlpLcA ^Ijljcl^^I ^.iJul j c^bjJl oUSjj 4jfly> CRM J^j ^JiA 

. <L*^jil (j^LaLjJl £^<>Jr 45j£j^ <Uj^**^ ^£ O^jJ-ll ^ 43*>bJl 4jLv^ 
jz*^, J O^jJ J^^^J^^ ^^^O^JjJl (^jJ iijjJ»l j^jcjJl ^P j — 

^jJl S^i-1 oU^ixil pJi) Jl AiLbl (.aL*[£A\ 4^L-Sfl a;Lj^5C> jujjJ CRM -11 

^ U*>lkjl ^c-o-ocJ ^jJl C^L^-jJl j S^>rSll jl^P ^ip ^JJ-^ J^*^ (J ^^L-Ml jjAJl cu^t^l 



1 - Olivier Devvasseige ,E-management, E-commerce,E-marketing ,Ebay 3 leviers de Croissance pour 
les entreprises .edition Prodes CCISA ,Belgique 2007 p 232. 
2 -Olivier Devvasseige op cit p 232. 
3 - Henri kanfman op cit p 232 . 

. 25 2010 jVl ^j^j^l ^jl^Vl f J^l j 

5 - Henri kanfman op cit p 232 . 
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^J^La ^^uL« ^j^-co (3 (j^ 5 ^^"^ ^^J-^ c^ULj ApI^S 

:CRMfU» - 1 2 

JU-I jj* ^JJAS^lg^J^j Lžjbl aJus> Jug-oco JJ lJU-j c£j^i s^^" ^Lkj - 

^% CRM (T-b-^ '^j °bLr^' il^^ Sjj^U- l&l^rj L$lM*^j l^Lpjt^lJ JJ £^1^ 

^.2002 ^ %95 Ji ^JUjcl^I c^U?j ć^>- ^jjjSfl oLc^^il <J Sj^^p^co 

:CRM ^>y. <JI>il JSdJlj - 



1 - Pierre Alard, op cit, p41. 
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.CRM itaU - 

. Sjb^fl aJLp - 
. ojb^fl aJLp j^jj - 



.4-owUiJl J^L>- 4jLL>- wL-^jJ 

. JUaJ^lj AsL* CRM olj^f JL^-I 



CRMoULp 



O^jjil oj bi 2LJLp 



. O^Jj-i ij J-oJJ 4-^-<2-i 1 Jj-^ 

.^J->r ^jJ^j S-^^-^ 



Source : Jean supizet , Le management de la per formance durable edition d'd'organisation. 

Pariš 2002 p 202. 
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:*l^t 4^ j» 0^5^ ^Ik^S" CRM Oil - 

lO^Jjil 43%Jl Oj bi oblJ -1 

oJj* ^_J^JLxJ SjJ^Jl Ojjj-s^ JI 43U^i C-Uj^Jlj e3lJj*Sfl obJl^ 0^5\JJ 4^ J^Sfl 

lOjJjJl £• 43^UJI Oj bi -2 

ol^li^Jl £>> ^ bjJl oliL> j^oj oJj* Sjbl <j 4^1 p^pjJl pJij ^Js> ^Uj^^I U -U^ijj - 

:CRM oULp Ja^^T -3 

.e3lJj*^lj 2Li>ciJ| ^jJI ^ j3ljiJl - 

:oU.j^cil -4 

. O^JjJ 1^ 4-oc^*> Jh<»JJ 4^<iwl3 ^jJj>- — 

.O^jJl L>j (3t^ — 

.^wb>- ^jJ^J c_jJj>t — 

.J^Sfl ^LJ - 

lO^Jjil Oj bi ^LJLp p-Ju -5 

.c^LJLjJI a^^j JiLojJl J*>U^I <j ^UaJl oVliS"oL~s^J 4x^-1^ aJUjJ L$p^2^. IJ6^ ce3lJu*SU 

lO^Jjil £• 43%Jl Oj bi 2LJLP OL-^ ~6 

4jirLjtil j ^^>t-s^2lil CjLL»ju CCJ*^*!)^ 1 *^ I J c-JljcsIsJI J?lJL> ^JlJLSvj jt-uJilll £cj^ ^<»-ocJ — 
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:CRMfU^ - 2 2 

^jk}^ 3^ ^y <-i3^j CRM -^jj ~~ 

jLeS jJl ^pjc-Jlj^^l e3lJj*^l (4^il) C^LL^Pj oL-jbr Jus^jJlj Ja^Ji 0} ^ — 

2 

• j» O^So ^LkJl 01 ^^Ip ^li^Jlj L)ji>-Ui Jh^j CRM 

&jl*it CRM ❖ l5 UpCRM ❖ JMCRM ❖ 

3 

JlJ* ^ L^*^ L^jlLpj -^-^J COljLj JĆL*J O^jJ-ll Olj^Pj £^JLi! ^Jj^ !*>liU*3 cO^jj-ll 43/*-*J C^LajJjtilj 

cuijJl (jij O^jjJl ^1p ^ziil Jj Jj>ti5^ c^»LL?LiJ L^-JLp JM 2 ^ L*Aip oLajJUlI 

(Datamining) otiLJl U <j ^>j4 ^ UjJI ^uj^- <j 41ojcloJ»1 oIjLJIj cOU^Jl jl S^bjJb Ul 

(Data c^LsLJl Ojl^- j Ujl^j Jai^j cc^ljl^l iU^i <j apL*j ^bjJl JjLpr 43^> J,l LgJL^Li) 

L^4_ajLJi oUJis^il ^ J5"tjijyj jL^j 5 warehouse) 

:datamining^^W ^ s-^dl oL^; -f 

o^Ai cjlSCiSfl liS'oljl^lJi ilii J L^JLp jujju (regles) J^-l 



1 - Stefan Michel, op cit p 31. 

2 - Nicolas Desunoulins, Maitriser le levier informatique AccroTtre la valeur ajoutee des systemes 
d'information. Pearson education France, 2009. P 101. 

3 - Steplane Tuffery. Data Mining et statistique decisionnelle, Tintelligence des donnees. Edition 
Technip. Pariš 2007 P 3. 

4 - Philip Kotler, Dubois. Le Marketing Selon kotler. Pearson education Pariš 2005, pl47. 
5-EBIDP. 147. 
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M (c3jUil) oUjLtil ^^l^L^l j 2L^i]| ojj^ c3yJj colJLJl p^?^- ^^Iaj ^^Lp bUj^l ^j/^il jj^ jl 

:Data vvarehouse^LJ' (^fj 2 --^) ~v 

c^LjLJI ^JJj^c-c (^5<kj j <L*^jil c^Lajl^a Ju^^^^jj s^j^ ^-o-oco ^Lkj c^ULJl Oj^- jl ^Ojiu^ — 

. . . (j^c^Lilj 

c^c^^il oU^L ^Lkj ^ A^-Ul ^Urjwl ^^Lp Data warehouse J^^J ~~ 

3 

4kć 4JLL£ jl V** 1 ^ j^j <Datawarehouse -1 j-^Jl - 

:4Jli)l SjL^IJ jU^i>-1 — OLAP ^*^C> 01 (j\ c(<bJu£ J*>1>- 

SapIS oUIj ^jJ^ ^ S^^ll ^Jj4 j! ^Jw2j -On line Analitycal Processing- 
c^Ulj (hyper cube) ^ ( n) ^ c^i ^ jj^ 5Ap J*^ 1 ^ Datawarehouse 

.(micro segments) aj^-I j ^L-j jJJjj 

i.^pcrm -2 

p^pjJl (34/^ /jP đJJij C^»ljJLflJl S^Jjcil O^JJ-ll ^ 43*>bJl j^*^ ^o-ocJ ^J-llj ^>JJ^^ ^A^S- 4^j>-j^ ^al^jj 

b jl O^JjJJ J^P^ J^- 0 ^ ^^P" C^- , ^ a ^~^ (J^J -0 ^^ cC^»LjclA| C^LLi^P ^j^^jj c^iJiS-l < ^jlSCoJLS 

^ (S^ C^LajLtil ^L>-jL^I (j^LaLjJl ^^^SJ Jl y?T^I C^Lbjji^- 4^ojIS ^| c3L^2jj 



1 - Stephane Tuffery op cit p 04. 

2 - Nicolas Desumoulins op cit p 102. 
3-EBIDpl03. 

4 -EBIDpl04. 

5 - Kenneth Laudon et Jane Laudon, Marketing des systemes d'information, n eme edition corriges, 
Pearson education France 2010 p 91. 
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J^jjJS jL^t^Jl ^Lj J dyj\ 43%JS Oj bi jj-> 



<±Jliil J^iJl 



aip! ^ ^^LUciJl CRM J^At M c^bjJl 5apLc^>j JL^j^I jSI^ 4^L>- sl^^II aJLp wUi*jj - 

. Jl -,^"Nfl J^lr^J A^L^ 0 £}3 i^Aj- 0 ^^ 2 U JtJ^I ^^Jo 4icl5" O^jJ-ll (j^c^j 

^^Lp Aj^jI^j AjLL^P Jjc£ dUij ^ij ^^Lp oIjcJJ c_^jAJ^> ApLcJ I^Jl Sj3 4li;l — 

...4j JL^j^I ^uLS^cAjLpj cAj^Lskij (O^jJl Ajj-^ 4ilkj) O^jJlj 4il*lll oUjLtil JS^lisjJl ^JJL> 

<jy^- ^j-P oJIpL*J»Ij Jl -^Nfl J^lr* ^1*jJ-*-S^ ^UaJ l^bjJl <L«Jj>- p~P^ — 

. O^j-ll 4^wL>- c^»Lii? j^uocJj cO^jj-ll oJJL^a ^1^3 *yi ^Jl*3 
^o^uuJ t_Jijlbj ^3^1) đJJij o^iLil cj*>I^J~Ij CRM ^liaj !^j-ocjJl cjL> Jj>- — 

3 

ttjUJ CRM -3 

<j ^LAj^JI £>> LgJUlSCjj CRM ^kJLJl ^bAi ^^Lp J^ai j-^j co^li JpUiJI ^li^ ^^o-^ j — 

4 

t ^bjJl £>> JL^j^I -UUjj £>j^ ol^5 ^JlL^- Isjj ^Js> J-oj^j cAjjAJl ^jj^ii c4_Jlil c4^Lil :4^JJl iLJL- 

j»JLP O^r^il ^Jl^iJlj (CRM) O^jJl 43*>Ip Ojl^l aJ^L^Ij JLaJJj ^IJLp] Jj>-1 j^j li] - 

. O^JjJJ ^IJcs^^l i yu»>-j (34/^^ ^j)J j% J^3^3 ^L^" ^J 1 ^ ^|^| ^*^J-ll iijJJ 

c^lyij J^^J Ć^r*- i£yfi& yl 



1 - Supriya Biswas. Relationship marketing, concepts, theories and cases. Easterneconomy edition. 
HPI Learning Private limited new Delhip 2011 p 293. 

2 - Kenneth Laudon op cit p 91. 

3 - EBID p 455. 

4 - Nicolas Desunoulins op cit p 101. 

5 -Jay Ludovic Stora le client capital de l'entreprise (Customer marketing), les edition d'organisation, 
Pariš 1993 p 129. 
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:CRM^ 2L.Jb^J.I 2L^J^i)l JJL-^I -32 

.OjJjJl V** ^Ua^J <<jPjJ-* 0^ 0^ J^£* lilS^lp 

jJl 2lJ^J1j JL^UiJl ČAKIJI JjL^jJl ja 4Pj-«j£ " i Uf ^Js* CJ^L^J^I jSl^ JJ^ £.U- JlSj 

/'^LlLJ C^bL>rj J-P Jj-s^J-l ^ <j^j-^ U^-^ 1 ^»«/?T 

oh J^L) J^- cy* J^jcl-j (Organisation relationnelle) a_J^ li! - 

.(j^flj^ilj (j^JlJ-l L^JjIjj ^JLplij 43*>bJ <L*^jil j^^J j*-P3 (3 Oj^S^AjlSC« 
(WWW) ^J^> C<J [Aj3jj ^jJl oL>Jii-l Sj^^Pj^- S^li^^l 4^Jj>«lI^ ^pLU^Ljj — 

iU^iil 4_aJj_Li (texte 



1 - Pirre Alard, Damien Dirringer op cit p 64. 
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li 2l^jJ1j iju*) aJj^I SjUJl ^-^j 4jU-U- ^Js> 4jU-*yi U^jIj JJu* JS" 

2 .La Personalisation ^$1 ^^Ji J** ^ UapU; jJJJjj c^^L^iij ^LjJl 

Ipjj 4j>c^v?^J /^5\-C ^ t g * j j^a jSCjLa Oj-JJ-Hj 4^^jJj <j^J La jw*J ^P^" C-^ju^l <iJJ Jjj — 

laJhJi J*ulJi ^p u 

.(Personalized media) v^ 1 lA*^ ^ pL ^ rl U^U^ V ^L^j 

.Ja-j^Jj 4iSf JlpLA7 (p^ 1 L^^ 1 ^Ji/^') ^j^ 1 - 

ij^ jji>ciii i oJu^ J*>^ cOjjjJi ^Lpjj jL^i c_^c^- jjtiJij ^»jjuii ^Ji4 - 

3 * * 

.Jpy^ (j\ Oj^ ^y>J 4IpLS J-a^H ^I^JlJ) jl^3 Jj>«lIJ j^jjJ) Lgj>-b4 j! ^^JT ^Jl^ 4L^2jiil 

:JUJI jjUI <♦ 

L^LcI O^SCJ 4jp- La c^l/^U 2L^Jl oLJ-l ^^Ip 4^2jL^>- J-s^jLj JUJl ^JJlAl ^ ^ JiJ — 



2 



4 



Pirre Alard op cit p 59. 



EBID p 59. 



.105 Cr^ '(j^-^ 4 L3d3 JUJ ^^ C-DjljVl CjIauLj ^joIjc- 



. 108 L>^ ^ l3^*J^ - 3 
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^ c^M c£^f <>>U X? ^ j-^LAl Jj-s^t JU^Mi *>^Ju 0^1 jl>- J^-l ji C^JIaJI <JJLL| 2LoJL>- 

. 4JT ^4 £>> ^^Jj čil*-* ci^Jj>tiil ^Ijjil J^*^ J^Lr* c^^i OjJj j-<^ 

c5wLp- ^UL^kj J^*Jl ^ ^ bU c O^jjilj 2L*^il 43*>Ip (j oliiJ- Jii; jl c-^jUclJl oijfcj - 

ji J^ljjJi Ja^J ^LSJLjcJ*! ^Lp^ljL^^l 2L*^il e3lJU*lj l^iljlfcf jJbJ O^JjJl £>> Sjbl ^^-^ - 

: u^JL^' - 1 3 

^lpliiJl 4jL^ jti-o^ c5-iJlj j-^Lil jjj-oc^Jl ji One-to-One ^^s^lAJI J,l ^j^UJrl 

2 

: JI ^JlJISCiJI 



2 - Pierre Desmet op cit p 12 . 
3-EBIDpl2. 

4 - Philip Kotler, Dubois. Marketing management OP cit pp 182- 284. 
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❖ 



! ^J,! p~ocJLl3 £tXjJ»l ^ J 4t^ ^-^P" 4JLs^>c-jJl L»l — 
C~>\j\y>- ^J>r^> 4^Pj c_^-oco- o^lLaj j^j^" ! ^LS^L^Jklj 2 ^/»^ a 

.^^till (^JlJISsj { j^A23^ cjUmuJJ ^JlojSCi) oj^SvJl cjL^ojhll 



❖ 



❖ 



• CRM 







0 



Source : Payne Adrian Hand book of CRM, El Sevier linacre House. Great 
Britain 2005 p 231. 
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:S^oJu» 4_J^jj oIS^Ip jjJL>- - 2 3 



Innover 




Source : Sylvain vvaserman l'organisation de relation client Dunod Pariš 2001 p 91. 

:(^» / a?>UJl <j:ji^ -f 

^jj^a ^ U O^JjJ C^UjiUj C^UtlAl £J (^1 co^La 43*>Ip U^Svj 43*>l*Jl 
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.L^jJl c^>l$,l ^2 ži^l 

JjJj>-j 4_^\_51j ^<»wocO 

43^> \j£j ^jj^-j U-^^i ^j^j ^4^^ 2 - A J-^' ^y 4^1j>- oIS*>Ip 

jj* ^jiuJ»l Iju* ^^Ip ^J^b J^ S 1\ ^ciLi^lj cL^> ^J*>Ld aJUJu J^i>- ^l/il ^^Ip SjAaJIj pJ^UaiSlj ^L*Sy 
• La vente de proximite <J £^ olftUJl ^ ^yJl IJj^ "o^Jl uJf jf ^^J-l 

javili 2LS%Jl (jyLuuu> 

j^Ulllj ll£ j^a^l ^jJLst^j Mj c 4^JL5vj j-s^li4 j-^J cjjLojJJ ^*L**yi jJ^žll (j^locJj ć)j — 

.Ju^l J5dj Oj-jjJi p^iJ (3^ 

M| Mj-s^j ^JLcJL* pJL^ $.Lfljj*yij ^)jjJb ^oc^j^JJ ^o-oco ^jJl $.^iJlj — 

2 

2u^ip ol5^4 Sj^Lil ^Jli (JpliJl J Sj^lAl) J^ljdl J^-J^j c-oli*>UJl 2ul^>^ - ajl^^JI 



1 - Sylvain vvaserman op cit p 93. 
2-EBIDp93-97. 
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.oLs^jj UL>- 1/^ 

J*iJ! 3, J^a* a Initiative 






Source : Sylvain vvaserman op cit p 94. 

O^jJl ć)l c^l cL&ip jv*^ j^p c^L*Sy <Jj O^jJl c^L*Sy JjUmiJ J^AjiJI j SpLil ^la-ll J^All Ul 

.4JI-P oU^J ^r^p ^J-P Jus^>- JJlS^ Ju.«/? tfTj iSyuu^e> £-s^2J ^1 

l^iL^a 2L*JL> O^Jjil ^IS^lp oL»Jb£- jJ^laJ 

CjLaJj>JJ 4^ocjJlj 4iLyb_^ 4^ajj>. ^CwLflJ jl <L«Jj>- 4iL/?L) Jjl*l> 4iL^a 4^iwJjj <LoJj>- V? a l)| — 

. ^JJlLl Jt]S ^JL^SCa ^ L^2J O^jjJJ <LJLJL>- J^>^- (J^J — <L*^jil J^lAlj <LL2Jjil S^Lil 

.jl^lJ! i UŽI j aIJlpLco* 
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Iju* cS^SCiAi jl apjJJ oLc^^ilj jLcla oLjcocjJI j^-ljl <j <j,y£)l\ j^V' ^ £2 -^ a — 

^ ^3^*1 OpL* <L*-y^j j C<LwJLll Aj^SCa 4^2 L>- <L*-y^J j £-s^2J ^J-ž-^ 0 J"^J — 

. b£^*3^L> b£j^iklL> ^ 4il * ^LflJ jl L?rL>- £^^J) W^^J J^ij (J^^"^i 

.4-oc^oJh<JJ 4-o-*3 <5jj-y2 L5^" cJ 1 ^^ J^^J CfijL^-Ji jt-^bj ISjLJLa 

2L^L j>-) aU-l (^jl. \*J&\ - 3 3 

LLM^ L5 *~J j^l j CRM olj^l Ji>-1 aj^ 5ji3 J^Sf Js>lii>-^l 2lJLp jL^p! ^^SCc - 

j O^jjlS (AjJuSfl) J^-Sfl 2u^aJ1 J-^liJ iJu^j SLi-l c£Jla O^jjj L» JJ^ J»i Jj-^^ 

: ^> J ^ ,y 

. c^»ljL>^i^*yi ^Lp wL>j3J LJLta ^jjljjJl c^jjl^aJl wLoj^J cu-p- b^ IjLo±l^I ji lisj^j ^ 
^^cocJ ^Jl ^LjjSU aJL^JI aJU-I ^u^aJI " ^ SLJ~i <^Ju> 2u^aJ1 jl cO^jjU ^jJuS/I ^u^aJI -2 

* 3 !! 

4 * S 



.402 o-a '2003 jjj^' 8-6 ^ >^ '(^H^jVl A£LuJI)g.l^uiVI Aa-cU. ^ 
.267 '2003 ajj.v^>»iVI a*^U. SjU^II a^ t AjjbUII ajj^I c> ^ <J^ <> yS « ^ j^' ^L*»ll - 2 

_344 '(^^ as^jlaII 

.269 u^ 3 (3^^° LL *°^** ^ ^^jujII 
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. (J?/^*^ C^»L*^jllj AjjULa <L*^jil C^UjcIL* $.l^io 4^L5 C~>\y> ^Ap 

.^jJLj ^ a-rU a<£ b J^^lp 

2 



ć)jJ)Jl C>* ^^j-^ 



<3j-~Jl 4^j-l 



JuJi^r E 



•281 (Jr^ 'JH^"*"' £>Tj^ C_j^>t3 Jj! j»*>L*Jl J-P IjJ^il 



1 Philip KotlerK Dubois Marketing Managent op cit pl80. 



.281 u^ 3 '13^° ^-^^ LL a ^'* ji' ^^jujII jiic 
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J>- CRM cui^ j cJ#>J! Ojjpo jjAJI j ^1 ^ji u^il ^bjJ! c^^J U>*>U ^ ^1 
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.^1 jj£ J CRM 

ijzi ^ILipI J) Jj^fl J-s^iJl <j Ij^jc^ cL^>- c^ljjJl £j-s^» (J^lalJl c_^JlJrij ^U-^fl <U^P L~i Ujl^- 

LL^y U 4^*>L>- UjL- oUjLj U jP^j c <3>L^ jLffpi ^jJj jjjjJl j CRM L5 ^i r Jl jjjJi 

.4jljJLj ^c-ocJ»1 c_^jJL-1 ^Loj^^Jl J*>^ ^ 1^wL>«l^1 jJLs j^4?^fj <jh^" 

l^L-jjjJl ^oji - 1 1 

CjI^JcL* jSv-jlJj (5 Ll^olj^ j ccLj>tJJ 4j^5vi.l CjI^JcuJJ $.LUp| 4^oljjJl ^ij^JLj Jw^2_aj j — 



1 - Sekaran Uma « Research methods for busnissM A Skill building approach, 4 th edition Wiley India edition, 
NevvDelhi, 2007, p 88_89. 
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7^ 



.^1 ,>CRM >t :27J^J1 

:oULJl -21 

L^ij LL^? j (3^*^^^ ^ cl g kpj\ */?•>- -^.^pji j S^UaJl cJ> ^LSvJl j^jcJU cLuLS^ j L^S^L^ip jh*^ c3Jj£ 

<j iLiojil cL^Jl kc^kJ 1^ ^tej olJLJl £<>Jr Sbl5"jLjLwv! JUjcl^I L)ji>-1 Ji j c . . .jlC^Jl 
\£\y& LlJLl^I cLwp- L^j^Ui) L^jjwba LuJ-p Ujt^a Lj^- Ji j c^J*>t> ^LJlL La3j SjLoJL^l ^aij Lui 

h^uuj O^So j CRM cj"W* (Ji J^l J ol^iiJl ^Pj-o^- ^^Ip JuoJLili ^liJl U I — 

^\Js3 £p\ ^Js> ^ j CRM ^ Jjt^iUUil (J v^Sfl j jti^^ j^tAJi jLo : JjSfl - 

.Ol^ ^p] ^^Lp j CRM -^^^ Jjt^4^>Jii-l 5^^>r ^Laj jio I^liil j^ 1 ! — 

Jj> jj j CRM ^ j^4i^^AJl ji^j i^i^Jl j^l - 



.47 (j-* 3 4 1999 '^>^1 j <c.Uiall JjI j jIj tAjjljlI 2«^Utl j J^IjaSI j ^cl jSII ; C5 -a1«JI diaall aj^-Lo 4 ujj^1 j '"^ V.^ - 
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: aJIiJI OljjSfl ^LJl a^I 2uU)fl oVUs>-V Uapl JbJL^ 







3 




2 




1 





,ol^3 ^ j cOj^jJi d CRM W 

i^jJl J L.Jbw-JJ VU^-^I (t-j&Liii- 3 1 

l^t^ll (jl^J-l Ja-^jlil - 

j ^»AP j jSy yL^Jl CUjjiil Li^i ^1 oLjUc^i 

.I4JLJ ^r^il Janjili c^jLcJ julp ludJ Ji*yi ^U^J ol^aiJl j] oIjLjJI 

3 

: Pearson O^jo -ULjj^fl J>»U>. - 

SjsLj 01 ^aJI j^i cibl$i*Jl j J^-aJI ^ Correlation i^j^flj u£r*^ 43%^ lt*^ 

.(4j^ 43*>lp) oUjli-l j £_LJl 4if*>L^I ćbbj J,l ^iJl J^O 

j (1 j 1- ) uh ^jLr^ J R -! ^ >V 3 ^\^S^\ ^-V^ -ULJ)*yi terji ^Jl>z^A.\ ^Liil l)I - 
Lpj-s^y> (j j c^SvJl <zj\jJcu1} -ULJ,*yi J^>U^> ^I^l^M ^Ss^^j Pearson ^>\^ji\ J^>U^> li] 

J^Llj^l 43*>Ip Jb-I^Jl 



186 u-« 2005 i>^o^ ^LaUil SjbVI SPSS cjliukiSl j ^jaII^I sUU-a ^b>t >^VI c _^i - 1 

115 Cr* 2002 AjJ^JuaVl Aj« aUJl jl^Sl (^i^a jll ^ > — ^ V ^ c^^^ UJJ^^ J (j'jj^' ^ 6^ 
^ J^J-aSl jlg a II cAjjL^.V! tll jsJl j L_iJJ-^ tJĆJ*-^ \-» <\\ <. jIAj^sVI SPSS 15^ ' ^^V 1 ^aljjJl tžlLb t J^Aj J jlć j ^xjoj - 3 

.145 -143 u- '2003 ^1 j*JI ^U-^U 
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Janjili ^ Jii A^L-f ^ ^ c^JJi Ji^Jl J^*» JUl JjjJrl u>jJj cJ^lAJ c ((»LJl) L5 i^Ji ci.^^"* Janjili 

.j^L^J-l Js^^dl ^ 1 5 Jj^A-l 









1.6 -1 
2.3-1.7 
3 - 2.4 



f j <.0.6 = (2/3) Jj-s^>JLJ ^LaII :>ap 4^^; c2= (1-3) LjT^jJJ ^L^- ^ 

i^jJI 4jl*J ^2^iJl ^Uai-I - 4 1 

j ij c^c^ojhll ^> J^LjcJI cjIjjl^o c^JjcJI (_^yLocJ»l c c^j^Jr! <L^L»I iL*jl <i^^J\j lAjlm^ 

:4JlxJi ^JliJl JI ULfjj SPSS ^U^-^fl ^»UjJl j j ^U-ju-I Jl*j 

i^j-mjJt! l-^»^>- <L»ljJi!l 5jljP ^Jjj — f 

'. j j*jJ?\ <^^uuj>- 4-^oljjJl 4JLlP (jP J L&^i J^^^ ^cjlllJJ Ls^^Jj Jj^»l Jj-^rl J-^v 
_^*jJrl l^>- *L»ljjJl 4JLuP «6 Jj-^tI 









% 76.9 


30 




% 23.1 


09 




% 100 


39 





C-jJj ijfc>- 3 %76.9 J 4^cJLj tfJJi j j^SjJl ^ Lfo^ (3 J^-^-> ^IjAJl 4JLlP l)I JjJ^rl ^ 

•%23.1 ^V 1 



'. j^jJI c_^-ocO- ^IjjJl 4JLlP (jPj*'^'^'' J^^*^ ^cjlllJJ Ls^>Jj JbJ) JjJ^rl Jbr 
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.j-^jdl l^>- *L»ljjJl 4JLuP «7 Jj^^M 



<^ 55 (V jsI 


»i- 55-46 


»i- 45 -36 


»i- 35 -26 


li- 25 ,v , lit 


OU! 


00 


00 


06 


17 


16 




00 


00 


% 15.4 


% 43.6 


96 41 





35 j 26 oh (*~*>L^ ^jlp % 43.6 c^L^ ^ ^l^t ^_Ji>l of £-s^> JjjJrl ^ 

(i u^- J ^ 45 j 36 oh (%~*jL**f 15.4 Uj ^ 25 ^ jsf ^jU^l % 41 j <^ 

45 (*-^ <3^ ^i/Sf *JL>- c^i 



l^pit 












00 


07 


21 


07 


04 




00 


% 17.9 


% 53.8 


% 17.9 


% 10.3 





<JjlJj j c% 17.9 2L-I;JJI j Ut^^ ^ jU^orlil 3^1^ c% 53.8 U^^- 

%10.3 Janjili c^ji^ li f c y> % 17.9 c^jliJl 



! 4^A^>ji.l ^« ^J^Lstlil oljJL** l^m> 4-»»ljJLil 4jl»jP ^J^j 



— ^ 



oiji- 10^ jisl 


ii- 10 -5 


ii- 5 -1 


li- cs J*t 




02 


05 


18 


14 




%5.1 


%12.8 


% 46.2 


% 35.9 
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U*Jjo j c% 35.9 -ž <^>y& jJi j c4jLoJl £>> p^JUbJ ol^i^ JJ& jjAJI ^l^3*yi ^-oJ LgJLsj c % 46.2 -j 

^JLpI Oi J^-^j c%5.1 j jJl j 

.olj-L^ (10 -1) (m Lg-*-* |t-g-^>^ ^Lr^ 

^JliJl <j^p J*>^>- ^/jJl oLs^iJl j Jj^l \^>y^ W Ji^ULj cL^Al iJifc <j pJL^ — 

C^l^iiJ p^lAilj^ j 4JLlP <j C^l&L^l 43^« Jj Lljc^ Llj) Lo^ SPSS (J ^-^rj^^t oljLjL^^l ^jAj 

pj^ž Ul OjjJ ^u^^il ^jLjJ "0i ^ J J»J^* 4^yiJl Ji5"LJl JI AkiJl ojlA J*>L>- - 

olil^-^l j 2ljLJ-1 olk^yil cAj^AI c_^jJ1 j oIjI^kiJI c^L^4 ^^ajl^ J^-* j c(12^ 11^ 10^ 09) 

















1 




























0,75 


2,28 


18 


14 


07 




09 




48,2 






35,9 






17,9 






0,87 


1,97 


14 


10 


15 




10 




35,9 






25,6 






38,5 






0,73 


2,2 


15 


17 


07 




11 




38,5 






43,6 






17,9 






0,71 


2,43 


22 


12 


05 


tjijb J-^l^Jl 4JI^-aI 1 Jtfy 

... fax,sms cj^j^i 


12 




56,4 






30,4 






12,8 




0,58 


2,22 
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<j j^oLj ^^>rj J,l j^io l£ (0.58) ajJiS c_3I^-Ij (2.22) ^-5 M *W ^ Janjili 

: JL UTjL-IjJlJI ^ J ^bjJl obUb ^UU c^jUll j ^LJ~I Ja^jJ Jj> *b jJJi j JiSfl JI <j;yty 

J " .SMS cFax t cJjts^l J^I^Ji 1 " jJ! (12) S^iJl o<^U- -1 

(2.43) ci.^^ J^^il £-L ć^>- c^ljjJl 2ul^p <j LjjJi ^jj L^JLp 4^1^11 ć^>- JjSfl 

^JlL^- jijj j 4i>jJ~l jL^j^l olJl5C>l ^5*^ ^4 ^ J^t ^ ^ j (0.48) SjJi 

cL^- ^ 4Jli)l j cuij c£l j 4^^jl L JUaj^l " jJl (09) a^iJl o^U- -2 

ojJi c^jL^ c31^1j (2.28) ^A ^r^il ^LcJ-l Janjili £JL ć^>- c^ljjJl j ^LjJl <^jJ L^JLp ^lil^ll 

.2L*^Uj ^Lio c^ij c^l <j JUaT>U O^jJl ^Ul 4>-^i Jj^- 2l <> j 4 2lo^j^> 01 ^^Ip Jju U IJla j (0.75) 

"Lgj^ pJb J^i^ j LgjjLj ^ pJljJl JIv2jM1j 1 jiX» " ^jJl (11) SjliJl c^»$.L>r —3 

(2.2) Janjili ^Jj cL^>- c^ljjJl J j^jUjJI ^jj L^JLp 2l>-j^ cL^>- 2[*JlžJl L^il (J 

^JljJl L^JL^IjIj l)^jjJI fc-^S Uib JbrljiJl Jjl^ 4-oc^j^> j! ^^Lp J^j U !Ju* j (0.73) lSj^^ 

2bul^Jl 4jJ>\ (J " SJujJrl oUjli-l J^"^ ^u^^il ^i^j^> Jj^" ! <1^*^2J jd\ (10) j^J S^aaJI ~4 
(^jLj^ (1-97) ^ ^r^il Ci.^^"' J^^l ^-L cL^>- C^ljjJl 4JL^p j ^LjjJl <^jJ L^JLp ^lil^ll cL^>- 

l)I 4JL^P J^b U c S^aiJl oJj^ J^>- ^bjJl C^UL^l c3 ^3^3 (Ji ^ (0.87) Sj-^ 

jL-jjjJl 2LjP Joj 4^>rj j>L«JGL| JL*j Jp- 2u4 jšbj oUL4l - 2 2 

j olk^^il cAj^il v^jJl coljl^ili cyL^ ^^Iju- J^-f ^ j c(08c 07c 06c 05) s^ 7 ^ 
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3*\y ]j- 




























0,78 


2,38 


22 


10 


07 




05 




56,4 






25,6 






17,9 






0,48 


2,77 


31 


07 


01 




06 




79,5 






17,9 






02,6 






0,57 


2,66 


28 


09 


02 


JJlP aSLIj ^jLjJI Oji-^L*^ 1 jjLL?j^ 


07 




71,8 






23,1 






05,1 






0,55 


2,56 


23 


15 


01 




08 




59 






38,4 




02,6 




0,46 


2,59 







<Luuš^*J L« Ijjk J C^LjjJJ C<L«JJLLl C^»LaJiS-l O-S^T L«LoJL&l Jy <L*ljjJl Jl^- <L*^jil ć)l JjJ^rl ^ */?"*J — 

<j j^^jLj :>^>-j ^»ap J,l jiii (0.46) ajJi c^jL^ (2.59) ^ Ji^J) Ili ^L*Jl ^LcJ-I Janjili 

.JuJl 11* <j ^U- U J^>- j^jLjJI 

Jl <jj3ty ol4^i ^ U3L; a^jull ^li-i ji*iJ ilSdll ol^l JjjJrl gfto ^ iftUaJl j - 

: Jb Ui"2L-ljjJl ^ J ^bjJl obUb ^Ull c^jLjtll cJi/^l j j,LJ~l Janjili JLp *b jJJi j JiSfl 

J "jft u^^ 1 ^4^* dJJi^ j 4^jJU ^iail " :c^L^j ^Jl j (06) S^iJl o^U- -1 

(2.76) Li £fL^ ^LcJ-l Janjili ^Jj cL^>- c^ljjJl J ^y LjJi ^jj L^JLp ^LSil^ll cL^>- JjSfl ^il 

diliS" j ^j^-l ^4^^ I^S"UUjiaI Jjj 2l^^1| jl Jju U IJla j (0.48) c^j^ ^[^-^ 

. <L3 Ja^JI J ^Jailj ^LoJl^*yi ij9ij^2J L^Pj ( j^SC«J L« iJlfe J C (j^Jili> j^JJ ^Jj^l j ^^1 
4^11 (J " ^Lal^l JJLP j^jbjJl OjJUUj Jji I jjLbj^> " ;c^U-s^J ^jJl j (07) Sj-^Jl C^$.L>r —2 

^l/^-^ (2.66) ^ ^r^i) ^LcJ-l Janjili ^Jj cL^>- C^ljjJl 4JL^P (J ^LjjJl <^jJ 4_A3l^ll cL^>- 4jUl 

. jLiiu-l c ^ r —>- j ^y 2lL>L*j: j^JSCio j pj^ž 2u^^il d)| ^lp Jju U c(0.57) fij-^ c^j^ 1 

jCJ-AJ (J Ijjlzl* A^jij^j C^I^l^- I Juo^uiJ " :c^o-s^j ^jJl j (08) j%4j 0;L**il C^»$.L>r — 3 

(2.56) ^LcJ-l Janjili ^Jj cL^>- c^ljjJl J ^LjjJl <^jJ L^JLp 4_a3^_Li 2l>-j^ cL^>- 4iiUl ^LJ^il J " 2^Jii-l 
JjL-j ^Uj^I J*>^ oUJii-l ^jLaii I^S"UUjiaI Jjj 2u^^il Ol ^^Ip Jju U IJla c(0.55) aj^ui L^J^> ^1^^ 
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<3 c''^yljjJJ 4^JiS~l jCJ-AJ (J J *U^P ^^ji«! j-fl-bj^ ^JUJj" :c^*i??' Jv-ll (05) 5j-fl-flJl C^»$.L>r —4 

5^5"4_A3l^ii ^^iJ cS^aaJI oJi* J_p- (3 jjLh C)\ 1^ j (0.78) ajJi c^j^* 

^Js> ^jpJ- 3^1 o! j cAJliJl ^PyiJi 2L^iJ| 4JL^-^1 o^jdl oli 4JLLJI ^JhJl JiSjj j - 

c2ljLJ-1 olL^iiJ cAj^AI cc^l^oJl ^ii^ J^* <>• 3 (15' 14c 13) :<3^l s-^J^ 



»UVI 










3*\y ]j- 


























0,76 


2,2 


16 


15 


08 




13 




41 






38,5 




20,5 




> 


0,6 


1,28 


03 


05 


31 




14 


( 


37,7 


r 




12,8 




79,5 






0,8 


1,79 


09 


13 


17 




15 




23,1 






33,3 




43,6 






0,48 


1,76 







^jip Ji U (0.48) c^j^ ^L^"^ (1-76) ^ M J^Ji lAA ^l*Jl c3 t boJ-l Janjili 4^5C*j U 11* j t^jJl 
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^ J ^%JI oLU-L ^lil c^jUll JM/MI j jUi-l Ja^jJ Jj> *b jJJi j JiSfl JI c^S/i oUftl 
4^11 <j " ^Lj^a^iJl ^JMj jdl oUjl^-I JS"2L^^il J yy " :c^v2j jdl (13) j^j S^iJi o^U -1 

OjJiS (2.2) J^l^J-l Janjili ^Jj cL^>- c^ljjJl 4jl^p <j ^fbjJl ^jj L^JLp 4_a3^_Li 2l>-j^ cL^>- JjSfl 

.^s^^Jl ^L>rU- j ^s^^ oL>Jj>- j^Ij U Ip^j pJ^Ž 4^-^il l)! ^^Ip Jwb U Ijlft j (0.76) 

(3 " ^-.^^ Jt il ^L>-L>- 43^a ^ip Ufcjjlbj^ j 4-oc^jil J^>-*-> " l C^JU *^2J ^jJl (15) j%-^J S^AaJI C^$.L>r — 2 

(^jLj^ <3I^-Ij (1.79) c3.^^-* Ja-^jlll cL^>- c^ljjJl 4jl^p j ^LjJl <^jJ L^JLp ^iil^ll CU^>- ^y> 4Jli)l 

U Lpy pj^ž 4^*^11 01 ^^Ip Jju U Iju* j cS^aaJI oju* J_p- ^y j^S"l)Lj ^^>rj ^^Ip Jju jJ* j (0.8) 

4^11 <j " 4^-^il <j Jj£w> j) ^bj^ £>> \^>^ £XPl " !C^U-s^J jJl (14) j^J S^iiJl -3 

Dl ^^Ip Jju U Iju* j (0.6) c£jl-s*^ <-3l/^ (1.28) (3 t L-J-i c^ioJ.1 £JL ć^>- cL^JLp ^l^il 4>^p ć^>- 2L*Jlž)l 
l)Ij c4iJliil 2LpyiJ| SL^^aJI 4^^ ^^Ip Jju ^^43 2uL^ aJL^-I 4j^b c->!3 cu>l5"0l j 4l>LJl ^JliJl lil - 

l)I OjjJ jjljj" l)I ^ j 2bul^Jl 2LpyiJ| SL^iJl ^ JlS^llii JI AkiJl oju* J*>1>- c3juž - 

j 2ljLJ-I olk^yil cAj^AI c^—jJI coljl/oJl c^L^4 fi^j LgLli J^-l ^ j ( 19d8c 17c 16) : J^l <^jdl 

Jl^ll JjjJrl j ^Jl^LjcJI Jlxj 0L4I J J^fiU-l ^IjjJl 4JL^P ^bj 2la3Ij» 4^,^ 43yti jjlli j ^jL*ll 
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•ti ti . 
























0,7 


2,33 


18 


16 


05 




16 




46,2 






41 






12,8 




0,75 


2,41 


22 


11 


06 




17 




56,4 






28,2 






15,4 






0,63 


2 59 


26 


10 


03 


jjj-flj J ^-»Jjl?-! J ^jLjli ^1*1*^ (j- 0 "- 1 *" -iiL^ 


18 




56,7 






25,6 






07,7 






0,6 


2,17 


11 


24 


04 


J fi^tpr '&>*^S' ^hjj 


19 




59 






38,4 






02,6 






0,51 


2,37 







^ LjjJI (J j^^jLj ^^>rj ^»ap J,l jiio \J (0.51) ajJiS c^j^ 1 ^1/^ (2.37) j^l^J-l J^^il 4^SC*j 

:Jh j ^bjJl obUb ^ULl c^jLjtll <3l^l j j,LJ~l Javili *b jJJi 3 JiSfl JI 

4^11 <j "^j^ jj^ijj ^^»1/^-1 j 4L>U» <j>—^- illi*" :cuu^; ^Jl (18) a^iJl c^U- -1 
^ ^(0.63) ajdS c^j^ (2.59) ci.L-^ Janjili cL^- t^%Jl c£^J L^JLp ^il^il cL^- ^ JjSfl 

^jJ 4iLaiil oJj^ j-^J J^*j j 1 ig^jj^ j^^-^ j jt-^jjr^l j l/^' ^JULj^ Cf*^~' ć)l J^b L« 

<^jLj^ (2.41) Ja^jAl ^Jj cL^>- c^ljjJl J ^IjjJl c^jJ UJLp 4131^11 2l>-j^ cL^>- 4Jliii 

<^jLjca (2.33 ) <3 t L-J~i Janjili ^Jj ć^>- c^ljjJl 2ul^p J ^LjjJl <^jJ L^JLp SLail^ll ć^>- Aiiliil 
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C^»li*>lp (Jti^ ĆJ* OjLj^JIj b Ip^J 5j^S^4j>rjJj j Oj-o-^-^ <L*^jil ^Lbj^a £^«7~ 01 J^b La (0.7) 

^ hu\j!)\ AJJl.\ (j " L^ulbj^ j ojj^ aJ~pr 43*>^P L^H/ " ■ C~U~J2J jJl (19) j»^J SjiiJl C^$.L>r — 4 

Jju U iju* j (0.6) ajJiS ^!/^ (2.17) Janjili ^Jj ć^>- ^Ijjil ^[^1 ^j-^ ^p*- 



j 2ljLJ-1 olk^-jiLl cAj^il c^Jl c^L^4 ^ LgLU J^-l ^ j (04^03^ 02c 01) s^/Ji 















J^t j aJL.Uil Jju 
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^s^l ^Lt^?: ^|^*io ^4ls>^« ^L«L«j 


02 




20,5 






41 






38,5 
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2,15 
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19 


07 




03 




33,3 




48,7 






17,9 






0,75 


2,46 


24 


09 


06 


. J-woJL) O^JjJl ^JLoLjc« ^\ C)jA^>^>\ ^t^uJ 


04 




61,5 






23,1 






15,4 






0,52 


2,06 
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^3^3 ^»ap JI jiio b? (0.52) ajJiS ^1/^^(2.06) <3 t b*J~l Janjili 4^SC*j U Iju* j cJpUiJI j iUUll <j 

: Ui"2L-ljjJl 2ulj> j ^bjjl obU-b ^li-l c£jb*^ j j,LJ~l Janjili Ju> ^ jJJi 

cij*^ c3 "js^ ^^J^ ^Labc« Jj jjLbj^a " :c^u~s^j jJl (04) C^$.L>r —1 

IJla (0.75) c£jL^ ^Lr^Lj (2.46) Janjili cu^>- c^ljjJl 4^ j ^b^Jl <^jJ L^JLp ^l^il cu^>- 

.j^iJ 0^}Jl 4L>bti I^^ULoJ^l JijJ l)1 JLp Jwb b> 

4^11 <j "^1*1*^1 j v^^Lj oJj* £>> JUbJ " :c^u-s^j jJl (03) -2 

Jp Jju U iju* c(0.7) ajJiS c£jL^ c3l^b (2.15 ) Janjili cu^>- cI^Ap l^l^l! <L^>- ^ 4jbil 

4iJbJl j " <^jJ ^bjJl J-^i ^ jbf j " ^Jl (01) S^aaJI o$.U- -3 

pj^ž 0i Jp Jju b> (0.6) L^jL^ (1.82) <3 t b*J~l Janjili ^Jj cL^>- I4JLP 4131^11 2l>-j^ cL^>- 

.j^Sfi ^ib ^bjJi ^^^^ u Ip^ 

"^bjJl Jb jti^^ j*Jt»l JLc^ J^-^-j jjlbj^ JUUj " :c^u~s^j ^j-ll (02) ji-^J S^aaJI C^»$.L>r —4 

Jju b> (0.75) L^jL^ (1.82) Janjili ^Jj cL^>- cL^JLp ^l^il cL^>- A^jI^I ^LJ^ll J 

.^l^- 4L>bJ j Jus^^fl 4jb 0^J)Jl ^^^^^ b> lPy pJ^Ž l)1 Jp 

.4^L>- 4Lb^ dyj JS"iUb^ j c^Lj^Mb j 4^1 j 0^)Jl <L»bu: 

Sjbl c_^^L-l ^bol J^>- ^IjjJl 2ul^p J jjbjJi L y^- C^cjbj ^LLL^j 4-^P b> J5"JLp $„bj - 

bjlSCc cL^JLp Jus^>clil AJb^-^Jl O^^jJl Sj3 Jp j c^ljjJl J^- cJ^U ^lil cO^l 43*>bJl 

* ^ s. s. 

p*4*^> bžli*>bJ Sjbi 01 ^IjjJl ^bj ^j" I^^JIj ^Jlj Jj^fl \>^> wL5"b 

4j>cJ>r u 

^ ^lil O^jJl ^> Oj bi c_^^L-l J_p- ^IjjJl 2ul^P ^l^i oUL4^ Jli Jj-^- Jj UJj ^ 

;^^L-Sfl iJLft JLp p^lA3lj^> j pJ^U^j ^>-j^J c(o^bol JSC )C^b^2J*>U 4-oc^J^> 
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. CRM vjL-t 



3 /• at. v i 2 . n 
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2,06 


01 


24 


14 
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35,9 






0,39 


2,20 





U c(0,39) c£jL~> (2,2) il c CRM fl*Jl g^LJ-l Janjili 4^SC*j U IJlaj ca^-U 

.O^jil J CRM :đJU)l 

.^l j CRM ^Lut Pearson J*L7/tfl 
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U-jjjJl 2LjP Joj l^>r 3 ja ^S^ 3 { $JJ- J CRM^f Jp- 2u4 >• ^bj 0UL4I- 1 3 

>t1H ^ jjU j CRM ^la^L^J^ 















$ CRM ->W ^L— 
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.1^ J»Ul)l j y^J\ 
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24 
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Ci 31 J" J (3^^ lH 1 
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61,5 
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0,66 
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08 




24 




23,1 






56,4 






20,5 






0,36 


2,18 


.t.Sjii ejl^VI j -k-^Ll 





cJr^Lj (2,18) ^ i| <Ci^ ^LJ-l J^^il jfcj-^ U lift j j JtJ? ^ 

(J CRM 1 kčLco* J^>- ^bjJl (J j^S* jAj iy>rj ^»ap J I U (0,36) ojJi c^j^> 

^ J^^Lc^ ^ Jp 4^1^11 oUl^b ^li! c^jLjtll cJ^i j j,LJ~l S^yA\ Jj> ^ jJJi j JiSfl JI ^Sfi 

^LcJ-l Ja-^jlil ^Jj <t^s>- C Ulp 4_a3l^ll cL^>- Jj^fl (J " LgJ^ ^^ULjJ (J ^,^1^1 ^1*^: ^ ^ ^Jlp 

lift 4^Lc^> Jp- ^IjjJI oLftL4l j s-ljT (j^j j^S"^jLj ^^>rj ^»Ap JI jiii U (0,67) ojJi c^jL^> (2,61) 
(J pJ^Lco J^jl lift 01 JLp Sj^^jJu j Jl5"J5dj j O^lp ^y 01 JLp Jju U lift cp^j^fj (J JlžJI 
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4^>JiU ily>r ^3 c 4jl±Jl 4^^! 4^^! 4^^ Ajyai\ 4jL^-^l 4j^jJl oli ^JllJl C^Mj 

Jus^l^Jl j o^jjiLj pJlJJi JL^MI 2L*^il ": c^u-s^j gJl j JUaJ^I Jl^ 2La1*iLI (20) ^Jj S^iJl -2 

(2,3) J^LcJ~l Javili ^Jj <t^s>- C ^l^li ^ 4JdLJl 4^1) <j " Lgj^ J^>LjJ1 U jJ* 4^ 

cSj^^jju j^^fj <3 i^Lr^ *W ^ ^ * d^k^' ^ ^ (0,65) ojJi 

4j^il Jl>-I JUaj^l Jlju cJjSfl 4^yiJl 4^^ ^^Ip 4j^Jl AjL^-^i ^J^jJl oli ^ullJl Jjb j 

Lg-^rljl jJl JSlAlI J>- j japLc^ J-**^ c-juw2j jJl j <Jii?UiJl a*^ 4_£L>eAl (23) ^ij S^aaJI c^U- -3 

Janjili ^Jj cL^>- c 4_a3^_Li 2l>-j^ cL^>- AilLJi Aj^ll <j " 4^*^11 £>> J^LjcJI <j j^jl^ 1 ^Ljc^ 

4^Lc^> ^^Lp 4_i3l^il J^>- ^IjjJI clCH Jžž ^3^3 J>i J^At ^» (0,62) ojJi (2,07) 

4i)liil 4^1! Jl>-I <JlI?UiJ| Jlju jfj c^ipi A^^iJl ^^ip 4j^Jl 4jL^-^l ^J^jJl oii ^JllJl oJlA Jju 

4lLjeil (24) S^aaJI o$.U- -4 

^^Lp L^oJ 5j^5"2La3|j» >i^>-j ^[p Jju U IJla j (0,66) c^jL^> (2,02) j^L-J-l Janjili ^Jj đ^>- L^JLp 

c4^ULl 2LpyiJ| A-^iJl ^^Lp 4j^J1 2LJUa>-^l 2j^[jJl C^li ^JllJl oJlA Jju j ^W ^ 

•l/^ Jt^ 1 <3 4i^Lc^> cL^>- ^ 4^1^! Llfli Ji>-I 4^1 j 4L>Uil Jlju Olj 
JUU- ^Lj 43^ ^ 4^|l! J^p " : c^^; j)\ 3 4i^aJ1 4^eil (22) pJj 3>iJl c^U -5 

tfUjU 4_a3ij^» ^1p Jju U IJla (0,64) ojJiS c^jL^ ^j^U (1,89) J>y^-\ Ja^^iil ^Jj cL^>- cL^JLp iiiljjl! 

2LpylJl A-j^iJi 4^^ 4i2^yil 4Jlv2>-^l 4j^[jJl oli ^JllJl oJlA J C j^^J Jt^ 1 (j ^ ^L-^> ^^P 

•l/^ Jt^ 1 (j ^L^li-I L^ii Jl>-I 4JL^>cAJl JLju jlj ćulili 

3 Sjbl s\ju\ ja Aju ^ jy. Pearsson -UUj^l J^>U» Ji^li JjjJrl - 
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2: .s><* h\\ 






CRM *l~f 


** 0,56 
0,00 


** 0,66 
0,00 


** 0,38 
0.00 


** 0,847 
0,00 


** 0,845 
0,00 


R 


0,01 4jjJL*» i^£jLu»ji JJLP I** 



.% 99 ail a^p jllp c^i (a=0,01) jllp LL* j c(0,001) 

:^ L^PearssonJ^ jij JiSft J| ^Jb LULr^t e^Sfl ^ b^U Jj.bLl ^ IS^kl - 

<b^* jb -1 

^Sy^23 2L^| ji JLxJ| |jLfe lij c |jj>r 4jy -Ubjjl ^ J C% 99 ^ Jj (0,847) c£jL*j <^jj| J^Ljj^I 

J^bc* L« IJLa j C^j-ll J^JL>*Ij J^lJj^l 4j>^p Sj3 *JUf>- <LJlžJl ^jj^ll <j Jl ^2j^l Jju ^b —2 

V*Sfl ^S> JjU U iju* j IJbr 4jy JžiJjl ci/^Sfl ^ J C% 99 JlIP Uu* J (0,845) (ijboco ^jJl 

. l^jf ULj^l 4JjJ (1)1 ^u^^il ^lp j ^y LjjJi J^eJ (J JlxJl ImJ <^j-^2_£J| 

<^jJl -ULjj^I J^>U^> 4^SC*j U iju* c ^Y^J1j 4^Ljj1 2l>-j^ 5y <L~č>- <žJlžJl L^ll <j ^Jl^LjcJI Jlju ^b -3 

j j JjJl llfc 2L^f Jjj U c4jy -ULJ)I ^ j C% 99 ^ ^U-j^ AlP (0,66) (ijboco 

-ULjj^I J^>U^> 4JL^j U lij* C$.^J1j 4^Ljj1 5y cL^>- 4x^1^1 4^1) <j V^ij ^Lbtll Jju ^b —4 

.5,^1 j JLjJI iJlA 4^1 JjU j C4i2^^> J^LJjI 2l>-j^ j c% 99 ^ ^U-j^ JUP (0,56) il 

$.^J! (j L^Lu^l ^jip jJJi c _^*j M c^uljc^ -UbJjl 2l>-j^ ^ j c% 99 ^ ^-j-^ ( 0,38) ^Jj 
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JSC CRM pJ*LcJ ^LS" L>l,j c4^-L4 ^^Ip J.3 ^j^ii £^ j^jjJl 43%Jl Sjbl 

.jUttl- 2 
.<jd*Ui)l- 3 

. 4JLs^>cJL) I— 5 
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:2L-ljjJl J*>U ^ l$Jl J-^jill gfcJl .1 

:?j>JI i-ljjJb l^ULl grtdl -1- .1 

;^L> La <j (j^L^i^-l ^j^-c ^jJl j ^jIuJI ^ 4Pj^£ LJL^j ^I^jJI ^^jl (j^LkJl J*^>- ^ — 

jOtSvJ cJli 4j>tjJj ^L*j^JU*>Ul j c^i^Jtil Jj-s^^b J Jj>-1jJ1 Oj-fl-ll C^»L*^J^ ^LoJL^I ^Ij^ji — 

.li 4^aJ1 JJj&J c4^-j-<JU ^ciLJl bl^il J^A^- <j 4jL)^SCa JpUj J*>^>- ^ c£^CiJl Jl^l^l pJ*LcO - 

.aj^aJ l^j^j t(3^' J^L^ >^ ~ 

:2LJ|jlJJ ^jjjJb ^ULl grtdl -2- .1 

l^^L U <j U*jls^>-1 ^^Cc jJl j ^JhJl j» 4Pj-oj£ J,l LL^jj £3-^^ ^^LJaiJl j*^ J*^- — 

jJJij aJLp 3jv^>t oli O^SCj 01 ^^Ip 4^>Aiil oUjl^I 5^^4 J»j^* ^^^il ^j^ž -1 

97 



.43j^ j^^J j 4L>Ull $JJbj - 

: J*>^>- ^ ^'^3 c4 {^ ±>r\yi\ ^Js> j (jj^^j lALs^l aSC^aJ 2£jl±Jl ULj^I sl^^JJ -3 

.(...Net ,SMS, Mobile, Fax) JUsjVI JfL-j j*> ^ JU^VI ^ - 

— ULjL* Ijj^l Lo^ij^-^il ^j^jJ! 
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:ol»-!jtiVI 

4^c^oj^a oApLm» L^Li | ^y ccjL-v^^j j cjUs-Ij^I ^^JJij Lxj i 4_ajL*JI foliji J^^" J*^* 1 

Cp^jjJ SjsLj J^rl ^ cL^jLjj £^ 2jUiJl Sjb^l ^^Ip 4^^Jl 2^J. 

.\^JL&y 43LJ jJJAS^ c^^ljJl j L^Ja^ jJf ^^fl 01 ^1p - 

.^bjJl JL^M JjL-j ^1*1**^1 ^Js> - 

^lp fjP j^"^ J 4j*>^SvJ^ Jj>- AjApL^j cO^JJ-ll C^»L>rL>- <LJj ^1p L>Jb qP ji- l)I (^jJj^Ji ^ — 

j J^-o^ O^JjJl 4-LaL*^a l/ 2 ^" ^L)^ J ^i^^ ^bj^ ^-s^^- l)I (^(Jj-s^Jl ^ 

.L^jjJ Jus^^l 4jl5" j + ^ *>15^ jtJlj 4^L>- ^JULjca O^JjJl 4JULjca A^uLS^ 1 ^gbj^a ^-_JLj«J ^oc^jll J-P — 

,*&r\jA cjLJLaj c^LpI^« j ^J/^ j^^-^ j 0>Jj^^ c^»L>rL>- ^ g J-p ^c^jll qP ji- l)I l£ Cf* ~ 
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18 




1 J£iJI 


20 




2 Ji^Ji 


23 


. JijyS 4^wuflJl 4_Lw«_Lx 


3 Ji^Ji 


24 


Macmillan J *LJ^ <rV 


4 J^Ji 


25 




5 Ji^Ji 


26 


LE NAVIGATEUR DE SKANDIA 


6 Ji^Ji 


27 


.^UJiJi jj^J L^ž^iii Jl^t^Jl olj^SCo JpUj 


7 J^Ji 


33 




8 J^Ji 


35 




9 J^Ji 


37 




10 J&Ji 


38 




11 j£sJl 


39 




12 JS^Ji 


41 


.4_ooJ.I (^J^jJ Zini,/? a 


13 JS^Ji 


43 




14 J^Ji 


44 




15 J^Ji 


44 




16 J^Ji 


45 




17 J^Ji 


46 


. Xerox3— y jj% ^ j^kJl 


18 J^Ji 


54 


.<L*w>^i»lj 4_3*)lp J*>^>- £jJ* O^JjJl J^^j J > "! > r /d 


19 J^Ji 


57 


.^jJl Jl^fjL jli%J! JUlVI ^ 


20 J&Ji 


57 




21 J^Ji 


62 




22 J^Ji 
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70 




23 J^Ji 


71 




24 J&Ji 


73 


.Spli! , > ^UJI, , LiJ! i, , > *JUJ! , Ujii! 


25 J^i 


75 




26 J^i 


79 


c> CRM jyt; 


27J^i 
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8 


.tg^iJl JU"[jl oLLyo" 


1 Jj^rl 


14-13 


.(^^SuJl JU"[jl objSO 


2Jj^l 


41 




3Jj^l 


80 




4J>^rl 


81 






81 


>( ^~^bl *^~^>- A^ljjJl Ai*P 


6Jj^i 


82 


c ■ ■ A_*«l^jJl AJ^^P ^JJ> 


7Jj-^i 


82 


.^o-JjJl ^^L^J.1 c ■ ■ A_*«l^jJl aj^^p 


8Jj-^i 


82 


.A^^^ll ^« ( J_*bcJl ^J^- ..^>- »L^I^Jl al*p 


9J>^rl 


83 


al*p (J jjb JI obU-V oLšl^VI j ajL^-I oLL^yll tA^Al JI iol)|^J 

.JUsj'VL; JLrJI Jj>- A-ljjJl 


10 Jj^rl 


84 


A^P <J Jjb JI obU-")! AjjL*J.I olil^^l j Ajb-J-I obk^J.1 tAj^d.1 t_~-Jl tojjljSJl 


HJj^rl 


86 


al*p (J jjL> JI obU-V ajjLjJ.1 oLsI^VI j ajL^-I oLL^yll tA^Al JI tol^l^SĆJl 

2 : . ^»-J. .r. \\ * jjjjcJj wLsJl J^>- A-^l^jjJl 


12 JjJ^rl 


88 


a^p <J jjLj JI obU-")! ajjL*1I olil^^l j ajL-J-I obk^J.1 <.hy\.\ t_™Jl tojjl^Jl 

. l _ii'bJb (jliJ-t -X/«Jl ijjz- <L«ljjjl 


13 Jj^rl 


89 


al*p (J jjL> JI obU-V ajjLjJ.1 oLsI^VI j ajL^-I oLL^yll tAj^il t-— JI tol^l^SĆJl 


14 JjJ^rl 
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A^P ,J jjb JI obU-")! AjjLjJ.1 olil^^l j AjL-J-I oUa^J.1 tAj^d.1 t_™Jl toljI^Jl 

• CRM i->jL>\ ^ A^ljjJl 


15Jj^i 


92 


a^p (J jjL> JI obU-V AjjbjJ.1 oLšl^VI j ajL^-I oLL^yll tA^Al l-— JI toljI^SĆJl 


16 Jj^rl 


94 


. s-*i/jJl JfcJi^ CRM ibol Jsbjjl A^rjjJ "jo J-*bw 


17 Jj^rl 
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2006 V^V 1 \^[Jh\ jIaJ! cjUiVi d d^jl^ £*j ^ jls^I- 1 

toL)Jj>tJl j <j^y^ ci/*^ u - ^^ ^ Jkij-^-^'' dt/*^ ^5^-^ coli^JL; jj^jJl c t ^~>- JL^l c^r^ 2 

• 2003 8~6 a>-jaJI c(aJ^ 4*^U- cAjjI^^I ^1*JI Jj^Jl 

• 2002 ^j-^— V* V«-*^ <j^^ ^U^-Vl t^^W^ ^jlp^ j <3|3^ii ^ o—^- J^i - 3 

. 2006 ^U-c^UiiVI 

• 2003^-^ ^i^b <.Jj^i kj^Ji jjj-c^Ji j cJjuVi oLLia; (.j%Ji ^Lp j^v- 5 

• 2008 o^i cuJi JT 

• 2006 i c^LpUaiSVi 

• 2005 cAjjwLSwV1 \*j>\J>t\ jIjJI cAjj-^JI JaJa^J ^stJlj^-} J^-^ t<j— >- ^jLr 8 

ct^ptJl j c-^Jj^lJU (Jj*5\ Jl$*ll (. jlJL^VI SPSS ^L^-VI <J,| diiJ^ c jyio Jjlpj 9 

•2003 t^U^U ^j5>! jl^Jrl C4JU>)|! 

2009 

.2006 j^2-a c^j-doJl 4jtJ^« JUpSH oLJii4 <j 2Li^ilj 4j^5CaJ1 j> Sjb} tu^ll ^U- JU^ - H 

.2008 cS^uJi t^j^V* ^uJiAi 

• '2003'^-*^ ojUJl aJIS" cA-pjt-Jlj^l ajJj c4jj-dJl j> Sjb} cJjjj J^Lp^ 13 
4jjwLSL-V1 ojUJI \j>*£\ ^ ?c5|^w-^l ^^Ip ^J^J ^Jl5"c^Ji^J ^jI ^^LJl wLp- 14 

2003 

.1994 ikd^ 2^u. SjUJ! 

2005 

j 4jjU«JI j Aj^L^iVl 2LJLL2J 2lJ^- jjjli j 4iioL (^kj JJLi : Jlil j^JSS c^^LJ ilj^ 4- 17 

•2004y^r* O^SCp ^ olp^Jall c jj-^ JI 

.2005 ^»^1 ii^V 1 SPSSf*^^^ oUJaJ! j p^Uli SUU^ ^ ^U^»V! J^U 18 

j JipLkiJ JjIj jb cAJliil 2lxJaJ| coU-uiaJl j J>-^ J ApljiJl I^^JLjJI CU>*Jl cl)j^>-T j olwL^P Ju>- 19 

• 1999 c^lJi 
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.2008^^ ^i^b $\-<^\ <• JjSfl kJsJl c2l3ytil Sjbl J o^l^o oUl4l :obl>jJl Ju>- 20 

• 2010 ^yj)\ ajjI^V 1 fj^ 1 J ^UiSVI 

• 1996^jjo j iaJ! cJUpSh JU J ^ cJJL^- ^y J-j- 22 
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